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58% companies In 2008, 72% US
consider theirs to be a 91% of employees 89 of top 100 US companies workforce will be
virtual workplace work in branches? offer telecommuting remote and mobilel
today? 60%+ Britons & Germans 2008 720
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The Entire Enterprise at the Service of the Customer

® Business communications, contact center practices, business processes and
functions merge

@ Access knowledge across the extended enterprise

Contact Center Agents
9 Million

1
Workers Serving Customers

100 Million

Enterprise Workers
Customer >400 Million
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The Contact Center at the Service of the Customer

Customer
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The Entire Enterprise at the Service of the Customer

SIP and
Communications
Services
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Trend of Contact Center Industry-Unified Solution

€ 2000 CTI Avaya-Quintus,Alcatel-
Genesys,Cisco-Geotel

@ 2000 2003 Outbound Avaya-
Mosaix,Concerto(Aspect)-Davox,Melita

€ 2004 2006 NICE-
IEX,Aspect-TCS, Verint-Wintess-Blue pumpkin Avaya

NICE Wintess
@ 2006 IVR Intervoice-Edify

Total Solution
Avaya,

Alcatel, Nortel, Cisco, Huawei, Aspect
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Contact Center Roadmap Focus Areas E

contact Genter Evolution
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Service Oriented Architecture

Application, Asset Silos

.. Business Business

| Logic Logic
ﬁ | i\‘ @

| ERP Finance

Business functionality buried in applications,
ssh:at_lsllos ... proprietary interfaces serving
silos
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Service-oriented Applications, Assets

@ % 99

Business Services

Business functionality exposed as business
services ... standards-based, shared & reusable
services

Avaya — Proprietary & Confidential. For Limited Internal Distribution. The information 10
contained in this document may not be distributed or reproduced, in whole or in part.



Intelligent Communications: Embedded into the Fabric of Business
SOA
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Reporting and Analytics Vision
Consolidated Reporting and Analytics

Manager
& Simplifying real-time data consolidation,
reporting and analysis across locations
— Multiple vendor switches, multiple Central Real-time
locations = Nﬁ)iSt_ribUted
ulti-vendor

Multi-channel

— Improved performance visualization for _

. . . Phone =5 Contact
rapid analysis and action Center

Self

Service

@ Single environment for common and

consistent reporting CMS Branch
Office

— Rich multi-channel support Email
_ _ & ~ Remote
— Pre-packaged reporting and analytics Web @i Agents
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Call Center Market Leadership

Worldwide Call Center Market Share (1) 1
@ #1 North America
@ #1 Latin America
& #1in Europe
@ #1 Asia Pacific

%5@
S8 4;35,@
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(1) Source: Q1 CY06 External Market Share Summary Report
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Market Share on CTI is changed
CTI

Market Share Analysis
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No. 1 Market Share on IVR in US
IVR

IVR Systems Market: Company Market Share by Revenues (U.S.), 2005

Avaya
28.3%

Others
28. 1%

MNortel
20.2%

3.9%

[ntervoice
17.5%

Note: All figures are rounded; the base year is 2005. Source: Frost & Sullivan
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Avaya

Cutbound Dialing Market: Market Share by Revenues (Asia Pacific). 2005

Cithers
6.3%
Cenesys . '._'"I'll'_'é
16.1% 7 _
;// I"-. \-\ ASPE\:t Snf?ware
/ WA 35.3%
f h I"I,E

— R |
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Avaya
42,325

Note: All figures are rounded. Source: Frost & Sullivan

Avaya hasdramatically increased itsmarket sharein theregion to 42.8%, up from

34.4% in 2004. Price sensitivity ishigh in thismarket and Avaya continuesto deliver a solid ROl and value
proposition to end-users.
Avaya 2004 34.4% 42.8%

Avaya
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Worldwide IP Telephony leadership Eight (8) consecutive quarters
8 P

Worldwide IP Telephony
Market Share

(Portslghipped) 3Com Avaya Cisco Nortel

199

30%
20%

10%

|
2000... ...Q3 2005

Source: Synergy Research Group Synergy Research Group
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Avaya

-Avaya Elite ACD
- Avaya CM

-Avaya Interactive Response
-Avaya Voice Portal

-Avaya Advanced Segmentati
-Avaya Interaction Center
-Avaya Contact Center Expres

-Avaya Proactive Contact

-Avaya BCMS BCMR CMS
-Avaya Operational Analyst
-Contact Center Reporting

-Avaya Business Advocate

IP
-Avaya Communication Manager

Avaya Total Solution on Contact Center

Key Attributes

Contact ACD
Management
Computer Telephon

Uniwersal Queuing
Ernail, Web Integration
IF Contact Centers

Metwvor k Routing

Self Service and Speech and IVR

Proactive Contact
Proactive Contact

Regulstory Complianc:s

Operational Reporting and
Effectiveness Analytics
Agent Perfor mance

Manzgement

Enterprise rultivendor
Integration Support

Sl Partnerships
and Integration

Integration with Best
of Breed Third Party

Source: fuaya assessment based on 3™ party market research

-Avaya S8x00 G650/G700/G350/G250

-Avaya 46xx IP
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Unified Times is Coming on Contact Center
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Pizza Hut in Australia

@ Avaya YUM 10
YuM Pizza

° 5000

®

>0 Pizza
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Pizza Hut in Australia

r
o1

IVR

35

®
ol

IVR

IVR

. . Avaya — Proprietary & Confidential. For Limited Internal Distribution. The information
© 2005 Avaya Inc. All rights reserved. contained in this document may not be distributed or reproduced, in whole or in part. 23



