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•  Business Challenges and Opportunities 

•  Remote Expert Solution Overview  

•  Solution Capabilities and Architecture 

•  What Banks Are Saying and Doing 

•  Why Cisco? 

•  Next Steps 
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•  Multi-channel is a customer expectation 
•  Channel preferences are changing 
•  Most new accounts are still opened in the branch 
•  Branch is evolving from transaction to advisory services 
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•  Loss or irritation of customers due to  
long lines 

•  Lack of availability of product experts 
when, and where, required by customers 
leads to lost sales/revenue leakage 

•  Delivering a personalize, face-to-face 
experience (audio alone is no longer 
good enough) 

•  Limited ability to bring in additional 
expertise in real-time 

•  Slow, or inadequate, response for 
customers using phone or Web channels 
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Remote Expert 

Provide personalized 
digital marketing and 
messaging with digital 
media solutions 

Digital Media 
Management 

Branch 

VXI for Retail 
Banking 

Reduce application processing 
cost, and enhance product speed 
to market with lean, centralized 
application management 

Dynamic control of power for 
PCs, servers, phones, and 

building cooling 

Smart+Connected Buildings 

IP-based 
centralized voice and data  

to enable unified connectivity  

Converged  
Communications   

Data Center 

IP-based 
digital video 
surveillance 
for security 
and marketing 

Physical  
Security 

Specialized consultation  
provided from remote 

experts via dynamic 
interaction (video) to 

any channel 
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Customer 
Contact 
Center 

Home … 
Branches 

Branch 

Mobile 

Customer Remote 
Expert 

Compelling and 
Consistent Experience 
No Matter Where the  
Customer and the Remote  
Expert Are Located 
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•  Identifies, locates, and connects customers with 
banking experts for advisory services—whenever and 
wherever they are needed 

•  Creates a virtual pool of experts/specialists, whether 
co-located in particular centers, dispersed within the 
branch network, or located at home—reducing lost 
sales opportunities 

•  Provides high quality audio and video for customer 
interactions—delivering a compelling customer 
experience 

•  Maximizes effectiveness and reach of financial experts 

•  Enables customer interaction recording—supporting 
regulatory and internal compliance requirements 

Enabling Profitable Organic Growth via a Next-Generation Sales 
Model Aligned with Evolving Customer Demands and Behavior  

A Solution that Connects a Customer—Regardless of How (Mode/Media) They 
Interact with the Bank, with the Most Appropriate and Available Expert Regardless 
of Where the Expert Is within the Bank 
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UC, Presence 
Management 

and Intelligent 
Routing 

Branch/Store  
Video Conference 

Combined Customer  
Profile Databases 

Unified Communications 
Technology 

 

Digital Communications 
Recording 

EXPERT  
RESOURCES Accelerated Revenue Enhancement 

Remote expert capabilities help reduce the amount of “revenue leakage”  
at the branch level  

Greater Customer Acquisition 
Video makes a “face-to-face” with product specialists a reality and 
increases success rates 

Higher Customer Retention Rates 
Video introduces a personal touch necessary to improve customer 
confidence in the relationship and an added stickiness  

Increased Leverage of Existing Employees 
Institutions are now able to leverage subject matter experts across the 
enterprise regardless of employee location 

Green Initiative/Carbon Footprint Reduction 
Video plays a significant role in reducing travel, saving time, and improving 
operational efficiency, making video solutions “green” 
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Providing Wealth Management Service Anytime—Anyplace 
 

A customer enters the bank and is met by a greeter who identifies the 
customer’s need 

After learning that the customer is interested in wealth management, 
the greeter checks and schedules an available wealth manager 

The bank provides access to experts in multiple formats based on the 
product offering. 

A branch banker takes the customer into a private area and interacts 
with the wealth manager by simply pressing a button on the phone 

The wealth manager was provided with customer information shared 
during the scheduling and  may complete remote fulfillment 

Each appointment appears on the wealth manager’s phone to 
maximize productivity and simplify multichannel  scheduling 

The Wealth Manager is also scheduled to train colleagues across the 
bank without incurring travel or downtime 

 
“If an expert is not present in a 
branch, only 30% of the customers 
will return at a later day” 

Revenue Leakage 

•  “50% in conversion rates with 
phone expert vs. >80% with video” 

•  Cross-sales from 1.4 products with 
audio to 2.5 products with video 

Revenue and Retention 

Source: Forrester FS Analyst Interview 

Expert interactions are recorded to support audit, ensure regulatory 
compliance, and analyze productivity 

Personalized customer interaction is extended to the home via 
scheduling the wealth manager for a home collaboration session 
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Messaging 

Conferencing 

IP Communications 
Mobile Applications 

Personal Video  

Integrated Video Experience 

 500 
Series 

1300 
Series 

3000 
Series 

Personal  Multi-Purpose  Dedicated  

EX 60/90 
Series 

1100 
Series 

Profile 
 Series 

umi 
Series 
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Expert Location 

Customer in Branch 

Agent at Contact Center 

Remote Expert in the Branch with Contact Center Roll Over 

Database 
Lookup 

Performed 

4 

Expert Locator 
Queries 
Experts 

Is Expert 
Available? 

5 

Customer 
Sent to 
Contact 
Center 

NO 

Expert 
Accepts Offer 

YES 

Call Passed to 
Expert 

6 

Call 
Recording 

Started 

Starts 
Collaborative 

Session 

7 

Customer 
Identifies 

Product Need 

Customer 
Needs Expert 

1 

Customer 
Satisfaction 

Survey 

8 

Call Placed to 
Expert Queue  

3 

Product 
Expert Is 

Requested 

2 

Data Center 
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Theresa McLaughlin, Group EVP and 
CMO 
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Martin Bischoff 
Vice Chairman and Head of 
Consumer and Business Banking 
at Citizens Financial Group 
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Results that Cisco Banking Customers Have Reported: 
•  100% improvement versus telephony alone  

(phone in branch connected to contact center agent) 

•  Increase of 2.0 to 3.5 products per customer 

•  25% to 33% increase in products per SMB account touched 

•  100% customer satisfaction with the experience 

•  From 50% to 100% conversion (sales) 

•  From 1.4 to 2.5 products per customer 

•  10% to 15% of sessions became sales leads 

Source:  Cisco Clients implementing Remote Expert 
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•  Expertise in working with banks around the world 
on the people, process and technology elements 
of Remote Expert 

•  Delivers personalize face-to-face experience with 
high quality audio and video across your institution 
and all the way to your customer—mobile phone 
through TelePresence 

•  Proven ease of use for customers, branch 
personnel, contact center agents and subject 
matter experts 

•  Cisco collaboration and video applications are 
integrated into the solution to dynamically manage  
and track availability of an enterprise-wide  experts  
by product, service, and skills 

•  Integrates with your customer relationship 
management system providing experts with a view  
to complete customer relationship and activities 

Why Cisco? 
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 Establish a working party representing the bank and 
Cisco to determine optimal program structure to establish 
mutual value  and define a plan for execution 

 Interview stakeholders to better understand the business 
strategy and impact Remote Expert would have on the 
bank’s growth 

Build a bank/Cisco go-to-market business model for 
growth-focused experiences and with an associated 
solution architecture supporting deployment  

Deliver joint bank/Cisco solution design and business 
case to the executive sponsors for approval to establish 
an operational solution 

Engagement 
Definition 1 

Scoping 2 

Business Case  
Development 3 

Executive 
Presentation 4 



Thank you. 
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Data Center 

Nexus 5000 or Catalyst 
4900M Access Switch 

Cisco 
Unity 

Voicemail 

Application 
Services 
Routers 

Cisco Unified 
Communications 

Manager  

Mobility 
Services 
Engine 

Mediator 
Enterprise 

Portal 

Cisco 
Unified 
Contact 
Center 

Customer 
Voice 
Portal 

Cisco Unified 
Intelligent 
Contact 

Management 

Cisco 
Unified 

Presence 
Server 

Wide Area 
Engines 

CCCC CVPCVP

ICMICM

Telepresence 
Manager 

Video Surveillance 
Operations  
Manager 

Unified Communications 
Services 

MediaNet Services 

Media 
Experience 

 Engine 

Video Portal 
Server 

Video 
Broadcast 

Server 

Telepresence 
MultiPoint 

Switch 

Catalyst 6500 
Services 
Aggregation 
Switches      IDS, 
ACE, and WLAN 
Controller 

Back Office Business 
Application Platforms 

Mid-Tier, Host, OLTP, & SAN 

Converged Building Mgmt 
Services 

Application Delivery 
Services 

Remote Expert Endpoints 

Remote 
Locations 

Retail Bank Branch Offices 

Cisco Aironet 
Wireless LAN  

Self-Service Kiosk 

Catalyst 
Ethernet 
Switch 

Wide Area Engine 
Network Module 

Security Services 

Cisco Digital 
Media Player 

Home 

IP 
Contact 
Center 

Physical Security and 
Surveillance Cameras 

Cisco Mediator and 
Energywise 

Cisco IP Phones 

Application  
eXtension Platform  

Network Module 

Video Surveillance   
Network Module 

Cisco LCD Display 

Thin Client Teller and 
Platform workstations 

New 
Business 
Partners 

HVAC 

Lighting 

Access 
Control 

Fire Alarm 
System 

Power Gen 
UPS 
Sensors 
Meters 

WAN 

 
Cisco  
WebEx 

Cloud Services 

Intelligent Call   
Routing 

Internet 

PSTN  

Nexus 
7000 
Core 

Switches 

Voice Services 

WAN Gateway 

Integrated Services Router  
WLAN Controller 
Network Module 

Customer and  
Employee Wireless 
phones and PDA’s 

Remote Expert components 
highlighted in yellow  
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“Enabling Personalized and Pervasive Sales and Service Across Delivery Channels” 
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Define  
Infrastructure 

Build and 
Tune 

Prepare 
Support 

Detail 
Business 
Processes 

Define   
Metrics and 
Baseline 

Train  
Personnel and  
Set Incentives 

Pilot  
Pre-Work Launch  

and Run 
Review  

and Learn 

•  Executive 
Sponsorship 

•  Scope on two 
products 

•  Identify Phased 
approach for 
technology 

•  Estimated 
business benefits 

•  High level plan  
•  Assigned Joint 

Business/IT team 

•  Process Maps 
•  Solution Reqs 
•  Physical Layouts 
•  Documentation 

•  Tech Architecture 
•  Site Survey 
•  BOM 
•  Connectivity 

•  Procure HW/SW 
•  Build and Test 
•  Tune usability 

•  Support Model 
•  Assign and Train 

Resources 

Technology Track 

Business Track 

•  Key metrics 
•  Tracking Approach 
•  Measure Baseline 
•  Identify Control Grp.  

Source: VTG Customer Business Transformation Team 

•  Visible Launch 
“Event”  

•  Exec Presence 

•  Capture POC 
Lessons learned 

•   Assess before 
and after metrics 

•  Identify 
optimization  
opportunities 

•  Define incentives 
•  Training Materials 
•  Conduct training 
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Customer Remote 
Expert 

Branch 

Home 

Mobile 

Contact 
Center 

Customer Remote 
Expert 

Customer Remote 
Expert 

Customer Remote 
Expert 

Customer Remote 
Expert 

Consistent Experience 
No Matter Where the  
Customer and the Remote  
Expert Are Located 

original 
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