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What Keeps You Awake At Night?
Top of Mind Issues —

P
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¥

v

v
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P

b

-

with less)?
(C

(C

/
generators)

(How to delight customers)?
(Resource Management — How to do more

ustomer Attrition)
(Analytics, Metrics & Enterprise Reporting)
(Business Continuity Planning)
ross-Selling & Up-Selling)
(Integrating Distribution Channels)
(CRM Adoption & Effectiveness)
(Complexity — How to keep it simple)?
(Enabling remote/mobile revenue



Differentiation via Personalized Service

Channel Optimization & Integration
Managing Complexity
Risk Mitigation
Cost vs. Innovation: Finding the Right Balance

Metrics & Data Analytics




Every Customer Interaction Counts

Enterprise with 2 million customers
Revenue = $200,000,000 per year
Average Revenue per customer = $100 per year

At risk — 34% 2,992 customers
B el | $299,200

Complain 2,464 customers
’ Defect — 28% $246 400

Poor experience
b Resolved — 38%

SALOPAI | 237,160 custome!
$23,716,000

Positive Decline in wallet
experience share
78% ~

L 194,040 customet

_ 0)
DEIEE— £ $19.404,000

Gartner Report: “The Economics of a Poor Customer Experience”
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AVAYA 2000
Contact Center

AVAYA
— Contact Center

Contact Center

AVAYA
Contact Center
— SIP AVAYA SIP
— SOA Contact Center AVAYA
SOA Contact Center SOA

Business Processes)”

(CEBP: Communications Enabled



\WVAYA

/ Converged \
Communications

Reliable
Multi-modal

Communication

Unified
Communications

Worker
Productivity

Customer
Conta_ct \

>

/

fommunications

Improved
Customer
Service

L

Communication Applications

Unified Communications: Unified experience, intelligence

and best in class functionality

Customer Contact: not just Customer Service, but an

enterprise ready to serve

Communications Enabled Business Processes via APIs,

web services and orchestration

SUITE INTEGRATION: END TOEND
rnanaQement, security, reliability, common look, listen

& Converged Communications is the rich foundation for

Enabled Business
Processes

Business
Efficiency

& feel




Avaya SOA

VoiceXML E-Mail Web Siebel
and SpeeCh Management Interactions PeopleSOft
Self Service .~_SAP
_ P i .
Proactive Xoui100 » Quality Management &
Outbound f > _ . ‘; £ Call Recording
I~ P, . 11

1 . e I
> - Workforce

> 'S o
Core Management

Contact
Center

/]
> B e, Messaging and
Personal Productivit

3

f . Eclipse
l . Linux
-
Office I ) AlQ
Worker i = Remote
_ n Agents

Branch Contact
Agents Center



End User Experience

ffffffffffff Service Oriented
Architectyre -

SIP

Infrastr

IV




AVAYA SOA Contact Center

re— ] 4 T — Al = =

(Autonomous units of business usable

function)
(Connected over distributed network)
(Contracted with respect to interface)
(Coupled loosely, rather than tightly)

/ / / (Independent of platform, toolset,
methodology or geography)

' Discoverable via registry
| (Standards-based — in the modern incarnation of SOA)

ses

Communications Services

Conference Resident Event Self Service
on Demand Escalate Expert Contact Processing Dialog
Alert Notification Presence Telephony Speech Etc. JJ

Service Oriented Middleware

 Session Initiation Protocol (SIP) H.323 - TDM

Network Communications Infrastructure




;ersonalized Service

@ Consistent Information
Voice, Email, Web i

=
-




P  ss710
P
CMSE—

@k CTl
s

Q

S8500
b= 1 | LR

t

=
U6 e VR( )

Line side E1 x 6

PST,

—

ﬁ
0
I =)

G650
VolP
X 39 CLAN

S8500

- . S ps o "
ESS - : Bl a0 v i) '_au ‘

— —

PO omeg L]
¥ o e m*i

ﬁ@‘: ‘ 1) : G700+LSP

G650+ESS

X 28



\

e ™
S
|

W §ICTI

=152

PST AES-? seamss

—

El

VolP
X 39 CLAN

AN

\ ] |
E PS E1 S = ‘
E : -'!‘-'-.H :m'l *__h

— —
PO omeg ----------'-'---4
T ¥ A L ]

G700+LSP

G650+ESS

X 28



P  ss710

CMS ‘
e
T

b
\

E ] e ™ E
. . R ] .
: = : : U .
: w fcTi : ? M ECTI :
: TS1 . : 152 :
st ES1 : : j’;ll AEY 2 di— :
: vl ___ LW / : N :
E Line side . E ‘ E
: : B I
: Vol i e VolP .
EEEER EEEEEEEEEEEEEEEEEEEEEEESR EEEEEEER X39 CLAN :

— l. EII.
—

G700+LSP

S8500 : §
- . : PS

ESS : :

I : :

G650+ESS



S8500
b= 1 | LR

[ ]
lllllllll.v

t

G650
VolP
X 39 CLAN

ﬁ
0
I =)

EL G — gy
_"-H 'l'l'l'l'l'l'l'l*i_
b owoeei  re—
"-H 'l'l'l'l'l'l'l'l*i_

ﬁ@‘: ! ‘ 1) : G700+LSP

G650+ESS

28




@)
1

N—r

S8710 S8500

i
¢

™
Ny Gt .,
gy

0‘ | LA & Q‘
W ICTI s
: T TS2 :
: -
T *
"l -“0

AES‘]_ ---------- LA AES.2 _ < ---------- (]

CLAN-1 CLAN-2 CLAN-3 CLAN-4

G650
VolP

G650
VolP
CLAN

S8500

ESS

E LA —

o al e
oy g g

G650+ESS




S8500
b= | | L

i
¢

CLAN

: n
: 22 E E i‘f"\‘] ( ------- [ ...’ :
: IVR <* < L] : !E_- .‘ :
: s | — W LIAIC o
: \\ : 1 CLAN-3| |cLAN-2 :
: G650
: s —+— VoIP :
: .

G700+LSP

G650+ESS



S8500
b= | | L

i
¢

B o N .
Yy oo i,
!E_.
W i|AIC %

*
-l“

*
®ans

*
lllllllll et

P o

CLAN-3 CLAN-4

G650
VolP
CLAN

G700+LSP

G650+ESS



P  ss710
[, B

S8500

CMS ‘

Fw
{
y

S8500

ESS

*ﬁ’%c—@n

G650+ESS

— iy
_— e
oy g g

G700+LSP




P ss70
[, B

S8500
b= 1 | L

CMS ‘

Fw
¢

<

IVR

G650
VolP
CLAN

S8500

ESS

G650+ESS



BEP  ss70
C— R

CMS ‘—

S8500
b= 1 | L

i
¢

<

IVR

G650
VolP
CLAN

S8500

ESS

G650+ESS



S8710 S8500

i
¢
|

IVR

G650
VolP
CLAN

G700+LSP

G650+ESS



Value Base Intelligent Routing Strategy
Seeing the future -

L f0) Service Objective

)
@LJ @ Predict: VIP 20 Seconds

l | . Available Soon .

fo
)

VIP




1]

(What is Business Advocate)?

A resource management system that matches available resources having a
specified skill set with requests for services requiring those skills.

Predictive technology that selects the best match between an agent and a

contact
AVAYA (Patented Predictive and Adaptive Technologies)

Predicted Wait Time algorithm selects calls with the
longest predicted wait times to be answered next
_ ~ Service Objective algorithm compares the predicted
wait of a call with its defined service goals and selects the call predicted to
be furthest from its target if not answered next

: : i ASRTA o (Call selection
Is determined at availability of agent, not at arrival time of call)
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28 sec.

Beijing Shanghali Other Sites

Agents
< 30 seconds

1 Agent
> 30 seconds

2 Agents

> 60 seconds



Optimization of Resource

-

e

L
~=—

- Reserve agents concept

@

- Multi-site operations

®

- Blended agents

®

- Home agents

- Service Level Supervisor



Reporting and Analytics Vision

Consolidated Reporting and Analytics

=
—

Simplifying real-time data consolidation,
reporting and analysis across locations

— Multiple vendor switches, multiple
locations

— Improved performance visualization for
rapid analysis and action

Single environment for common and
consistent reporting

— Rich multi-channel support

— Pre-packaged reporting and analytics

& Manager
<l
<Iin
@< 13
N
P
e
Central Real-time
RDS Distributed

RDS

_ Multi-vendor
Multi-channel

Contact
Center

Self
Service

Remote
Agents



Avaya
Communication
Manager

Avaya
Proactive Contact

Avaya Call
Management
System

Avaya
Operational
Analyst

Migrate CMS Summary
and ECH Data

Real Time
Event Feed

&

Avaya Contact Center
Reporting

Event Common
Processing User Service
ACD
Administration
Real-Time Database
Data Maintenance

Real-Time and CCR and CM Call
Historical Reporting Center Administration

Real Time
Event Feed

Thin Client Ul for Data Export to External
Reporting and Applications
Administration Wallboards, Workforce Management, etc.

Thin Client Ul for Contact Center
Reporting and Administration

nterprise Integration

Identity
Management

Enterprise
Databases




Data Acquisition

IVR

WFM

AGENT INFO

CMS-0A

CRM

2I0MNKZrNn- “O0PrD-AxXm

oror

Information Repository

Data Mart

Pagm=

q >0

<AO--woTVHmMD

Data Presentation

=W

Porta

armaasan

Reports & Ad-
Hoc Reporting

=

Excel Integration

Applications

Customer Insight

Agent Insight

Calls & Activities
Insight




ultiple form of Presentation
Tables, Graphs, Pie Charts, Dashboard, etc.
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500
500

50%

20

1,500

70%

10

18

Avaya
Customer
Interaction

Suite

Avaya

Proactive
Contact

@ Predictive Dialing
@

@ Outbound
Management
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2000

8 of top 10 banks
10 of top 10 telcos



=
L

®

UNITX ,

— Intelligent Call Blending:
— Predictive Agent Blending:

— Proactive Agent Blending:

130000

97%

- Cruise Control

500ms 750ms

Expert Calling Ratio
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ECPA Test Results

Activity Total Calls
Total Calls | 2532
Answered

Calls ....L.. g5z )
Answenng

Machine &

R At R -
Dperator

Intercept 78
FawModem | 7 |
Ring Mo

Anseer LA
Ringiric

Passed

et L. L
By |20 ]
Cither g

[LEITT TL.11

Distributicn Correct
of Call Types Catagorization
of Call by Types
000k 306 | e7ex
B T EE NT
245% 848 L IIE e
22% 36 |46 ...
D% 6 |8f6
L03% A0k e
. LS
B UL I I
0.1% 1 2005




(Expert Calling Ration)

(IDA)

0

®

L

Expert Calling Ratio

File  Switch Help

m L] IIB?'I EI | 1~/I bl |@|@'I L ‘;I Prezz F1 for contest-zenzitive H

Selection: | donationz

strateqy: |Home_Buz Job type: | outbound

/-
/ Basic

| - ....... ........... : I lnt":lund

rd

) Calls in wait queue
® Agent work time
) Agent update time

Slower

Expert Caling ratio bazed on

Outbound screens [in order]

st

Rasle! /{utl:u:uund list [ist1 =]

\\|4n 4

MirirnLim: =1
|

[ B
Wfait queue limit - IECE
Hitrate——————

Ipitial: -E LCalling zcript Iu:uut_wait'l_f j

X Order by time zores

Transfer data to =
jak: J

Special Jobs »» |

Loading complete

I e | RS |

Mosaix | donation
— (= T = 1 Y



(Cruise Control)

20

& 99.9%
@
P
%
Effects of Cruise Control
g 110
‘g 100 +—— A —* A — Desired Senice
8, 90 Lewvel
L ]
§o) 80 / —= Manual
E Adjustments
8 70
. —a— Avaya Cruise
5 60 Control
50 T T T T T T T T T
8AM O9AM 10AM 11AM 12PM 1PM 2PM 3PM 4PM 5PM
Time of Day




. -- Intelligent Call Blending
. -- Predictive Agent Blending
-- Proactive Agent Blending
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Proactive
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Supervisor
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Proactive Contact — OQutbound
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AVAYA

AVAYA

AVAYA

AVAYA ACD
AVAYA

AVAYA
AVAYA

AVAYA

Contact Center
Contact Center

CMS

CRM

AVAYA
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Contact Center
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Customer
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Suite
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- SIP
- SOA

Contact Center

1Q

AVAYA

contact Center

AVAYA

IP

AVAYA

1Q

AVAYA

Communications Enabled Business Processes

AVAVA ACD AIC AIR IVR PCS

Nice
AVAYA
ACD AIC AIR IVR PCS
Contact Center
Contact Center Call Center

Contact Center



Aajor Vendor Positions through Calendar 3Q07
n Worldwide Business Communications Segments

AVAYA .

m

i CISCO

[elephony Metric Period Position  Pct  Position Pct Positon ~ Pct  Position Pct  Position
—nterprise Telephony ! Revenues  3Q07 #1 21% #5 7% #3  11% #4  11%  #2  16%

Lines 3Q07  #2 12% #6 8% #3 11% #1 13% #4 10%
P Telephony 2 Revenues 3007 #1 28%  #4 10% #2 26%  #3 15% #8 2%

Lines 3Q07  #2 24% #4 9% #1 25% #3 17% #7 3%
~onverged Telephony 2 Revenues 3Q07 #1  44%  #3 16%  #8 2% #2 19%  #6 4%
Applications* I
“ontact Centers Bl Agents 2006 #1  40% @ #7 4% #4 8% #2 13%  #9 3%
Dutbound Dialers ¥ Revenues 2005  #2 30%  #3 10% N/A N/A N/A N/A N/A N/A
“nterprise Messaging ! Revenues 2006 #1 26%  #6 5% #3 14% #2 24%  N/A N/A
Jnified Messaging 6! Revenues 2006 #1  25% N/A N/A #3  19% #2  22%  #5 7%
\udio Conferencing ! Revenues 2006 #1 30% N/A N/A #2 22% NA NA NA NA
Services |
VW CPE Maintenance** 'l Revenues 2006  #3 6%  #11 2% N/A N/A N/A N/A #5 3%

Notes: * Applications results for Alcatel/Lucent contain only those specifically listed as such _ . _ o .
** Includes Product Support and Professional Services of Customer Premise Equipment; Siemens includes its Communications and IT Solutions &

Services divisions

Sources: [1] Dell’'Oro; [2] Synergy Research; [3] Gartner, Inc., Market Share, Contact Centers, Worldwide, 2006, D. Kraus, May, 2007;

[4] Frost & Sullivan; [5] In-Stat/MDR; [6] IDC; [7] Gartner, Inc., Network & Internet Services Worldwide Market Share, E. Goodness, April, 2007

Leader



Avaya Total Solution on Contact Center

Avaya

-Avaya Elite ACD
- Avaya CM Key Attributes

Contact ACD
Management

Cormputer Telephony

-Avaya Interactive Response
-Avaya Voice Portal

Uniwersal Gueuing
Ernzil, Web Integration

IF Contact Certers
-Avaya Advanced Segmentati Metwork Routing
-Avaya Interaction Center

-Avaya Contact Center Expres SelfServiceand . . .¢
Proactive Contact

Proactive Contact

Regulstary Complianc:

-Avaya Proactive Contact Operational Reparting and
Effectiveness Analytics

Agent Performance

Managemert

-Avaya BCMS . BCMR CMS Enterprise Multivendor
-Avaya Operational Analyst Integration Support

-Contact Center Reporting e

Integration with Best
of Breed Third Party

-Avaya Business Advocate

IP
-Avaya Communication Manager
-Avaya S8x00 G650/G700/G350/G250

-Avaya 46xx IP

U

‘Worst

Source: beaya assessment based on 3™ party market research

7

2

3

COMPETIVE RATING
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