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Customer Success Story

City National Bank Powers Market Expansion with the Cisco Unified

Communications Solution

Executive Summary

Customer Name
City National Bank
Industry

Financial Services
Business Size
700+ Employees
Business Challenge

* Provide a standardized voice and data
solution for all bank branch locations

* Minimize administrative expenses
through remote management and
configuration

* Ensure that network solution can
easily scale to support steady growth
and new business applications as
needed

Network Solution

» Cisco CallManager Express and Cisco
Unity Express provide integrated call-
handling features and voice messaging

» Cisco 2800 Series integrated services
routers provide a secure, feature-rich
platform for voice and data

* Cisco 7900 IP phones provide clear
voice communications with easy-to-
read LCD screens

Business Value

* Remote site administration reduces
branch management costs by 70
percent

* Feature-rich, dependable call-handling
and messaging features improve
employee accessibility and enhance
customer service

» Cisco Business Communication
solution provides an integrated,
scalable foundation for future growth
and new applications

City National Bank of West Virginia depends on the Cisco Unified
Communications solution to provide voice and data ¢ ommunications as it
expands into new markets. The simple, integrated so  lution lets the bank
quickly establish secure, full-service network conn ectivity at new sites,
using a standardized deployment plan that is easyt 0 manage and maintain.

Customer Background

City National Bank, headquartered in CharlestonsWWrginia, provides a full range of
credit, deposit, investment advisory, and insurgroelucts and services to its customers.
The bank has 72 branch and retail locations in Weginia, Kentucky, and Ohio, and is
rapidly growing. Its parent organization is City lHimg Company, a US$2.2 billion bank
holding company with more than 700 employees thatides diversified financial products
and services to consumers and local businesses.

Business Challenge

City National Bank continually strives to fosteosté customer relationships, and information
technology plays a central role in its strategye Dank is committed to accessible,
responsive, personalized customer service, s@itsrainications system must be reliable and
customer-friendly.

“Our bank branches are the direct line to custonmmh physically and on the phone,”
explains Jeff Legge, Chief Information Officer atyONational Bank. “Many of our markets
are in rural areas, and customers that call us teamquickly reach the local teller or bank
manager that they’ve known for years.”

Controlled, planned business growth is anothetegiia priority for City National Bank.

Since 2004, the bank has opened new branches atfratetail stores and has also grown
through a series of acquisitions. However, as ihaged this new growth, the bank needed to
maintain the high customer service standards thatmade it successful. Integrating new
phone systems into the bank’s network often pralredlenging.

“Our acquisitions had left us with several dispanaihione systems, many of which were
outdated and had no intelligent management,” enplaegge. “They were difficult to
manage, because we had to visit a branch to matsggieone system. Some sites are several
hours away from our headquarters.”
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City National Bank branches also included a wideyeaof data network applications, such as tellstesys, new accounts systems, ATMs,
research systems, check imaging, loan documemtgjleand accounting and financial systems. To stits new branches and provide
customers and staff with a full array of bankingsgzes, City National Bank sought a network solnttbat could accommodate both voice and
data applications. The solution would need to Bertd match the needs of small branch offices, lamdeliable and easy to manage and
maintain. It would have to be secure to safeguardidential financial information and meet regulgtoequirements. And it would have to
scale easily to accommodate further growth andéubuisiness applications.

“The Cisco Unified Communications solution has made it easier for us to expand our
business to new markets which are farther and farth er away, so the ability to remotely
handle management and changes in those new location s is a huge plus for us.”

— Jeff Legge, CIO, City National Bank

Network Solution
City National Bank turned to Cist&ertified Partner Advanced Technical Solutions $ATWith extensive experience in IP telephony, ATS
has developed multiservice networking solutionscf@nts in a variety of industries, including mede, finance, and construction.

“ATS is the right size company for us, and itsfsigf/ery attuned to our needs,” explains Legge.

After evaluating City National Bank’s requirememd;S recommended the Unified Communications sotutiom Cisco Systenidor the
bank’s branch offices. Designed specifically foz tieeds of small and midsize customers, the Cisified Communications solution offers a
complete set of voice and data communications mtsdand services. By choosing Cisco to suppodfats branch communications, the bank
could utilize a single vendor and converge supand maintenance functions onto a single network.

“Our Cisco solution enables us to use a standatdipproach to new branches,” explains Legge. “Tag we put in each system is very
simple — we focus on customer service and exparntsipabilities.”

At the heart of each of City National Bank’s bramdfices is Cisco CallManager Express. Designediipally for small offices and branch
locations, Cisco CallManager Express is embeddé&isoo 10S Software. It provides cost-effective support rtelephony, voice mail,
and automated attendant, and is easy to deploynairdain.

Cisco CallManager Express also provides suppora fich array of intelligent telephony featurest Egample, using the button overlay
feature, City National Bank can configure all ph®irea branch to ring at the same time, enhan@sgansiveness to customers. The
Automated Attendant feature enables customersitikigureach a service representative. The compasyaiso deployed Cisco Uriitgnd
Cisco Unity Express at its locations for integratestiable voice-mail support. Cisco CallManagepEess’ intuitive, Web-based management
tools make the system so simple that City Nati®@zalk can handle much of the network administratiorits own.

The bank runs Cisco CallManager Express on Cisd@d 28d 2821 integrated services routers at bravgatibns. Cisco 2800 Series routers let
companies securely deploy data, voice, and IPhelepon a single, feature-rich platform. Cisco Gt 3560 Series switches at each branch
provide support for IP phones, and feature Power &thernet for additional flexibility. Cisco 79@®ries IP phones provide clear voice
communication, and are equipped with easy-to-r€ab kcreens. Each branch communicates with theNGitional Bank Headquarters over
the WAN via Frame Relay. Cisco PlXecurity Appliances provide stateful firewall protion for network data as it crosses the WAN, to
ensure that sensitive customer or bank informasart compromised.
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Business Value
After piloting the Cisco Unified Communications stibn at its Wal-Mart retail branches for severaintins, City National Bank was pleased
with the results, and is now deploying the solutmll of its new branch locations.

“We're very happy with our solution,” says Legg®Vé&'re already planning to migrate another eighatmmns to the system in the near future.”

Employing a common solution enabled the bank todatedize its administrative and end-user traingaying time and enhancing
productivity. The solution’s remote management béj@s enabled the bank to sharply reduce itsiadirative and maintenance costs as
well.

“We've enjoyed substantial cost-savings with renaateninistration,” says Legge. “We can handle moadsls, and changes remotely, rather
than having to send a person out to the site. ¥ has saved us about 70 percent on adminigtietianges at branches.”

With its Cisco-certified voice expertise, ATS hésoacontinued to play an active role in helpingyQitational Bank keep its communications
systems running smoothly.

“We have a small telecommunications staff, soritte to have a company like ATS that's very wellsegl in the product, and it can act almost
as an extension of my basic staff,” says Legge.

Next Steps

City National Bank continues to open new Wal-Mardtions, which provide its customers with convenhaccess to banking services at some
of the area’s most popular shopping locations. Wait has tremendous exposure and high traffic cowrtich are providing City National
Bank considerable opportunities to promote its shecking and loan offerings to potential customatshe same time, the bank is
aggressively opening new branches in nonretaitioes.

“The Cisco Unified Communications solution has madasier for us to expand our business,” saygeegVe're expanding to new markets,
which are farther and farther away, so the abiityemotely handle management and changes in trevgéocations is a huge plus for us.”

City National Bank also plans to run voice trafficer its WAN, to take advantage of toll charge sgsiprovided by voice-over-IP (VolP)
technology. The bank is preparing to renew its ¢ayier contracts in Fall 2005, and will be wellsgimned to deploy VolP as soon as it
makes financial sense.

“With the cost of equipment coming down, it madasgeto build VolP functionality into our networkiemn if we didn’t plan to use it right
away,” explains Legge. “At some point soon, our owmications providers will be able to save us mdmeyunning voice over the WAN,
and we already have a system in place to take satyawof it.”

With its smart, simple, secure Cisco Unified Cominations solution, City National Bank has a flegilsletwork foundation that will support
its growth for years to come.
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