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WELCOME

• Why are we here together?
• What do we want to do together?
• What are Citi’s expectations of our architects?
• What do our architects expect of Citi?
• Where are we heading?
• Let’s move forward.
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Deliver extraordinary retail environments that result in an elevated customer 
journey while supporting the sales model, within budget and schedule.

NAM RETAIL D&C MISSION STATEMENT
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ARCHITECT PARTNERSHIP

• Our architects understand retail design
• The retail and hospitality point of view gives a different lens to what we do
• Citi architects provides high quality output and thoughtful design details
• Citi provides the tools, general guidelines – our retail architects interpret our 

guidelines and provide refined details
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While we're a global bank, our mission is simple:
We responsibly provide financial services that enable growth and economic progress
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With 200 years of experience 
helping our clients meet the 
world's toughest challenges 
and embrace its greatest 
opportunities, Citi is uniquely 
positioned to help enable 
progress in cities. Citi partners 
with cities to help support their 
growth and help them succeed 
in the future.

CITI’S HISTORY
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WHAT IS SMART BANKING?

Now, Smart Banking is called Next Gen.
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San
Francisco
(93)

Sacramento (9)

Central
Coast (2)

Central Valley (17)

Los Angeles (153)
San Diego (18)

Las Vegas (9)

Sioux Falls (1)

Jacksonville (1)

Miami (52)

Chicago (60)

New York (248)

Washington (32)

695 branches as of 2017-Q2

Market Branches
New York 248
Washington 32
Miami 52
Chicago 60
Las Vegas 9
Sacramento 9
San Francisco 93
Central Coast 2
Central Valley 17
Los Angeles 153
San Diego 18
Other 2
Total 695

BRANCH NETWORK
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OUTSOURCED PROVIDER STRUCTURE

MGAC
• East Coast outsourced project management team. 
• Main project POC

Cumming
• West and Central outsourced project management team.
• Main project POC

Turner & Townsend (GCO)
• Oversees governance and performance and data reporting

Linesight
• Independent construction cost management team
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CITI INTERNAL & EXTERNAL PARTNERS

NAM Retail Design & Construction partners with CRS, Citi and external organizations in 
order to execute on our aspirational mission. These are examples of the critical global 
and regional organizations we work with to support the overall Citi mission: 

Cost 
Management

Architects & 
EngineersRisk & 

Control

Corporate 
Procurement

Global Sales 
& Strategy

Environmental 
Consultants

Landlords

CSIS Global Fine 
Art

Global 
Marketing & 

Branding     

CTI
Financial 

Controllers

GCO 
(Governance 

& Control 
Office)

Facilities 
Management Legal

Asset 
Management

Regional 
Sales 

Strategy, & 
Distribution

Real Estate 
Transactions

Compliance

Global 
Operations
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PROJECT TYPES

Branch 
Refresh De Novo

Full 
Remodel

Relocation

Modified 
Remodel

Facilities

Initiatives

ADA/Seismic



These are factors that help drive Citi design:

Brand Operation 
Model

LocalizationProgramming

Maintenance

Sales 
Model

Value 
Engineering

Global 
Strategy

Partnership 
with Facilities

Technology

Transactions

CITI RETAIL DESIGN
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GLOBAL RETAIL GUIDELINES
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GLOBAL RETAIL GUIDELINES
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GLOBAL RETAIL GUIDELINES



SEGMENTS
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Touchpoints are designed 
and positioned within the 
branch following the Attract, 
Engage, Connect principles. 
This approach optimizes 
contact points with staff, 
enables efficient traffic flow, 
and provides privacy space 
where needed.

SALES MODEL

Attract
Associate

Attract Attract Engage Connect ConnectAttract

Attract
Associate

Engage
Captivate & 

Discover

Connect
Relationship 

Building
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• Establish prefunding
• Site analysis
• Programming / client 

brief

• Concept Layouts and 
elevation plans

• Equipment co-
ordination

• Buy in from business 
owners

We start with the Global Retail Guidelines and apply the principles to the region. 
Preliminary planning is kicked off with a defined program, project goals and overall 
strategy. Budgeting and design drawings are soon aligned and construction then follows. 
Checks and balances for strategy, design and budgeting are carefully monitored by 
region and Global Retail.

Due Diligence 
Stage

Schematic 
Stage

Detail Design 
Stage

IEP/
Procurement 

Stage

Construction 
Stage Close Out 

1 2 3 4 65

• Detail design 
Layouts

• Operation sign-offs
• Pricing documents

• Final funding 
approvals

• Procurement 
• Permitting and 

construction 
documents

• Construction • Project close-out
• Lessons learnt
• Monitoring of design 

and construction

EXECUTION – THE DESIGN & CONSTRUCTION PROCESS

20



These aspirational physical site attributes assist in our ability to provide extraordinary
retail environments and customer experience.

Location 

Architectural 
Elements

Conditions

– Fully visible view from street into store
– High traffic, competitive street location, fully visible from across/ down street
– Ground floor for Smart Banking 
– Corner location
– Understanding primary and secondary sightlines and traffic flow  
– 30 feet minimum visible street frontage
– Co-tenants with similar client base
– Multiple signage and branding opportunities
– Sufficient or dedicated parking for suburban locations 

– Fully ADA / Handicapped compliant or landlord remediation
– Suitable environmental conditions

– Expansive windows (transparency)
– Strong entrance
– Clean, open space, minimal columns or obstructions
– Ceiling height minimum of 11 feet
– Right format for segment - square footage suitable for programming (i.e. Smart Banking, 

Citigold Center)

NAM HIGH LEVEL ASPIRATIONAL SITE ATTRIBUTES
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PROGRAMMING
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PROGRAMMING



Broadway & 111, NY – Complex, Multi-disciplinary Santa Monica, CA – Straightforward, Typical 

Miami Bayfront, FL – Localized, Citigold Miami Midtown, FL – LMI PG&E San Francisco, CA – Renovation

ADA & Seismic Programs

CASE STUDIES – PROJECT TYPES
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BRANDING/SIGNAGE



Architectural Detail

Lighting

Furniture

Art

Plants, Gardens

Books

Textures, Fabrics 

Handcrafts

Coffee

Local Elements

Seoul Center, Korea

Miami Bayfront, FL

The Global Design Guidelines allow regions to adapt pace and tactics to local conditions.

LOCALIZATION
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Elevated Design Customer Journey, Sales Model 

Digitization Exterior & Interior Branding

CONTINUED FOCUS ON CUSTOMER EXPERIENCE
We continue to evolve design, making technology a seamless component, to enhance the customer 
experience. 
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Bayfront Miami, FL Bayfront Miami, FL

666 5th Avenue, NY 666 5th Avenue, NY Bayfront Miami, FL

WHAT DOES SUCCESS LOOK LIKE?
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We are evolving design by taking inspiration from retail, hospitality and technology. 

Public, New YorkApple, San Francisco

Four Seasons, Guangzhou Barneys, New York

INSPIRATION FROM CUSTOMER EXPERIENCE LEADERS
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COMMONLY USED TERMS

• Smart Banking, Next Gen, Citi Blue – Primary retail experience model
• CRS – Citi Realty Services
• D&C – Design & Construction
• GCO – Governance Control Office
• PMO – Project Management Office
• CMO – Cost Management Office
• IEP – Initiative Expenditure Policy
• Prefunding – Request for funding to initiate a project 
• NAM – North America
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Q&A

Other information to be shared?
Alignment with Citi Project Managers?
Next steps?


