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Consumers Preferred and Actual Channels

™
TowerGroup

Consumers’ Preferred Channel for Purchasing
Financial Products and Services by Country (2010)

Percentage of Survey Respondents

Australia 55 pL 251 13

Canada 61

Mexico 62

UK

Malaysia 47 ‘ 27 7 6 3 10
Singapore 51 26 6 25 9

20% 40% 60% 80% 100%

2

0
mIn person, face-to-face mOnline (Web site) mMobileapp mPhone mMail mUnsure

Source: CEB Financial Services Customer Experience Survey, 2010

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



Challenges with Providing Superior Sales
and Service in Today’s Environment

« 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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Retail Banking Solution Portfolio

Smart+Connected Buildings

Physical
Security Dynamic control of power for

PCs, servers, phones, and
building cooling

IP-based Remote Expert

digital video .

surveillance Ly Specialized consultation
for secunty_ provided from remote
and marketing ' experts via dynamic
\> interaction (video) to
any channel

§

'(é‘:' : , Converged
Digital Media - » ‘ ‘ Communications

Management

IP-based
centralized voice and data
to enable unified connectivity

Provide personalized
digital marketing and
messaging with digital
media solutions

VXI for Retail

Banking to market with lean, centralized

application management

\




Remote Expert Solution
Enabling the Multi-Channel Experience

@

Compelling and
Consistent Experience
No Matter Where the
Customer and the Remote Customer Remote
Expert Are Located 2




What |s Remote Expert?

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

- ldentifies, 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

Viodel Aligned with Evolving Customer Demands and Behavior



Remote Expert for Financial Services

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”



Remote Expert
Providing Wealth Management Service Anytime—Anyplace

Revenue Leakage

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

Revenue and Retention

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

- Cross-sales from 1.4 products with Personalized customer interaction is extended to the home via
audio to 2.5 products with video scheduling the wealth manager for a home collaboration session

Source: Forrester FS Analyst Interview



Solution Capabillities
and Architecture




Remote Expert Solution Components
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Conceptual Process Flow
Remote Expert in the Branch with Contact Center Roll Over

Customer in Branch

Expert Location

© 2011 Cisco and/or its affiliates. All rights reserved
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Call
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Customer
Satisfaction
Survey
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What Banks Are Sayi
and Doinc




Remote Expert: \What Bankers Are Saying

“The technology is here and “First Republic offers a unique
coming directly at me. We approach to managing trust
have to take a serious look assets by providing access

at this and make a decision to the best investment
on how best to deploy for advisory talent anywhere
UFB and our customers.” in the country.”

"’l”’- B X/ FirsT REPUBLIC BANK

UNION FEDERAL BANK It’s a privilege to serve you™

our customers at participating branches, allowing them to instantly
connect live with lending and wealth management specialists in other
locations, putting our customers in control of when and how they bank.”

,z . L
Theresa McLaughlin, Group EVP and AR Citizens Bank

EMO

l “We believe this advanced video banking technology brings great value to

© 2011 Cisco and/or its affiliates. All rights reserved Cisco Confidentia
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Remote Expert: What Bankers Are Saying

' “Video is more important than ever. About 20% of our
customer acquisitions used video to meet a servicing need.
Video is going to be the biggest transformative tool we have
in terms of B-to-C dialogue in the next five years.” N

Citibank Japan




Remote Expert: What Bankers Are Saying

“Video conferencing allows us to create real value as an
i integrated channel for customer service.” Bankof America

| =




Remote Expert: What Bankers Are Saying
‘ l

“This advanced video banking
technology brings great
value to our customers at
participating branches,
allowing them to instantly
connect live with lending and
wealth management
specialists in other locations,
putting our customers in
control of when and how
they bank.”

Martin Bischoff

Vice Chairman and Head of
Consumer and Business Banking
at Citizens Financial Group

2% Citizens Bank




Remote Expert Delivers Business Value

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)

-

Source: Cisco Clients implementing Remote Expert

« From 1.4 to 2.5 products per customer

- 10% to 15% of sessions became sales leads
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Remote Expert
Why Cisco?

Expertise in working with banks around the worid
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




Taking Key Initiatives to Execution

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

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

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

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







Backup Slides
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Remote Expert
Solution Components

Remote Expert components
highlighted in yellow

(Retail Bank Branch Offices

Integrated Services Router

. . WLAN Controller
Thin Client Teller and Network Module
Platform workstations
Video Surveillance

Network Module

Wide Area Engine
Network Module

Application
eXtension Platform
Network Module

Remote Expert Endpoints

Voice Services

WAN Gateway

Catalyst [l )
Ethernet .‘ <
Switch

Security Services

Cisco LCD Display Wireless LAN

Customer and

Cisco IP Phones Self-Service Kiosk
Employee Wireless

phones and PDA’s

i—-(!’ Lighting
L

( Access
'(& Control

Physical Security and
Surveillance Cameras
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Example: Remote Expert
“Enabling Personalized and Pervasive Sales and Service Across Delivery Channels”

Architectural Retail Bank Retail Bank
Tier “Asls” “To Be” Results
+ Increaserevenue through organic sales withoutan + Increase organic sales revenues withouta . " -
Strategy increasein cost... resultingin profitable growth and significantincrease in salesrelated to z::?ﬁbo'l.dg valu : ndincreased
increasedshareholdervalue operational expense
* 14%increase (.2) in products per
+ Improve cross-salestoincrease wallet share from customerresultingina $123 million
Business currentrate of 2.1 products per customer + Crosssales increasedto 2.4 products per revenueincrease perregion
I ati + Increase branch sales per FTE from 1.88 per day customer + 22%improvementin branch sales per
b el b + Focuson complex offerings such as wealth » Branch salesper FTE are 2.4 per day FTE per day (2.4) resultingin an annual
managementand mortgage lending costsavings of $65 million

+ Sales forceis nowintegrated acrossthe
Operational + Salesteams are regionally deployedby businessunit business and virtualized with reducedtravel + Greater collaboration and efficiency
Processasisd (i.e., Mortgage, Wealth Management, SMB lending, downtime ) ) across business units o
or ization etc.) + Compensation plans are aligned with business | + Increasedresource productivity andless
e + Compensation plans differ by productand function goals andthe customer downtime
+ Accesstoexpertsismanual « Salesexpertaccessisautomatedand * Increasedauditability
seamless
+ Branchesare supported by independentdepositand | + IP-BasedUnified Communications foundation | + Expanded and more effective use ofthe
loan systems with common CIF is established across delivery channels Internetacrossthe bank
IT Architecture | « Noskills database for sales resources + Collaboration systems deployedwith presence| + Establishment of common services for
and Products + No IP-based unified communications/collaboration and dynamic video in branch and contact managingsales interaction
deployment center (either TelePresence or UC video) + Technicalintegration across business
+ Salesresources are accessedmanuallyusingreferral | « Collaboration extendedto the customer home lines and delivery channels
cards via WebEx

U —
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Greeter oron
Kiozk they need to

ok with an expert

Remote Expert

Process Flow

Non TP Cal
estabiished to Cal
Centerto
Schedue meetng

Acp

Escorted (or

A the expert I3 wrapping with the

directed) b TP

, he IMs intistor to do a
Wwarm ciose with the customer




Pilot Project Plan—Parallel Tracks

Business Track

Detail Define Train
Business Metrics and Personnel and :
Processes Baseline Set Incentives i
” i
+ Process Maps - Key metrics « Define incentives
« Solution Regs - Tracking Approach « Training Materials
 Physical Layouts « Measure Baseline « Conduct training
Pilot « Documentation « Identify Control Grp. v

Pre-Work

- Visible Launch Launch

Event and Run
- Exec Presence

Review

and Learn

- Executive ™\,
Sponsorship

- Scopeontwo . Technology Track

- Capture POC

A
|
1
! Lessons learned
I
:

1
1
1
U

products + Assess before

- Identify Phased h and after metrics
approach for Define Build and Prepare - ldentify
technology Infrastructure Tune Support optimization

- Estimated opportunities
business benefits

- High level plan + Tech Architecture -+ Procure HW/SW + Support Model

- Assigned Joint - Site Survey + Build and Test + Assign and Train
Business/IT team - BOM - Tune usability Resources

- Connectivity
Source: VTG Customer Business Transformation Team
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Cisco's Remote Expert Solution original
Enabling the Multi-Channel Experience

@

Consistent Experience
No Matter Where the
Customer and the Remote

Expert Are Located Customer Remote
Expert




Remote Expert companents
highlighted in yellow
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