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Reduce cross-sell

Offer call back
Extract from IVR

Extend CC
M ncrease cross-sel

Push to IVR

Process workflow Return calls

Process email

Cross-sell

Proactive calls
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What is the user experience today (Consumer Market)
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Broadband Blogs Still Free.
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What are “Enterprise” Vendors doing

Business People Interaction
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Business | R
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application 1 R
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B Full Mobility Access

A\ webSHVIC To Enterprise resources
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Devices / Applications / Systems
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OmniTouch CC w
Office
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Alcatel-Lucent

YOUR TURN

OmniTouch CC

. Standard

OmniTouch CC w
Office

Alcatel -Lucent
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Genesys

Agent

Desktop

Integration Products

Expert
Contact
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Customer Interaction Products

Workforce
Management

Gplus
Adapters

Supervisor
Desktop

Insight Products
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OmniGenesys:
Alcatel-Lucent & Genesys
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Synergistic
R&D ~—Converged

P/
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: VOICE & EMAIL

21 | Presentation Title | April 2007 All Rights Reserved © Alcatel-Lucent 2007, ###### Alcatel-Lucent @




CRM
ERP
Helpdesk

= s i s erew oo
B d g AT el L iy e ] s

g L

[ L

Media channels area for

status info

brm e

Interaction area
for managing
multiple
interactions

Alcatel-Lucent
contact center
tab

el e T -
e i - B T8 Y [ tem b drvser, s o NS e anmetetosfercdone =89

Spportforee®

Apparts par E Centact | Lebs Deapren

rce [ soarior | Spprones [ Conar [}t rgnmatic i Ssraner js ms i
1eenparmabls de covied . o jsharme e Tidphare 4Xr8

Fasm Lo lasjmes T b e dermi b

[ e T -

22 | Presentation Title | April 2007

All Rights Reserved © Alcatel-Lucent 2007, ##### Alcatel-Lucent @




Gartner Completed a study on mid-size contact centers in January 2007
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2007 1

“This is especially critical for the MID-MARKET contact center

segment, as operational staff are often “non-technical” and do

not have the benefit of a large IT staff.”

About OmniTouch CC Premium:

“Most first time users would find the OmniTouch CC
Premium solution easy to use.”

“To know and value this solution is to recommend it.”

“You don’t need to be a programmer” to manage a mid-
market contact center.
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SIP

IP SIP

Wl Apenl daual Periwtnalion Level | Fap B Vertscila)

A
= EMEA - IP Contact Center
- Already Deployed Investigating
eipl e /

l ey .

i = Hybrid-IP Contact Center 48% 40%
1 rﬂi a Pure IP Contact Center 44% 7%

it ] : s ; LHIE: 0¥ LS

!_:_ iyter S ':I" Wt Sm— Open IP (SIP) Contact Center 8% 53%

2008: 60% (NA. Yankee Group) - 53% SIP CC (06 Genesys survey)

Gartner: “In 2007, 33% of large CCs will be IP, but 45+% of Mid-Size
CC will be IP!”

Industry Insider Guide: “IP makes contact center functionality more
affordable for smaller contact centers.
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OmniPCX Enterprise
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SIP

*OPE. EFFICIENCY
*SMOOTHER UPG.

*MULTI-MODAL
*SELECTIVE SOURCING
*COST REDUCTIONS

“1+1=3” SIP

26 | Presentation Title | April 2007

*COST REDUCTIONS
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Sun 28 Way 2008 1538
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- . Bl Tag Current Call
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The call was successiully sent
to Shiran, Weltzman

Call Derails

Start Calk 28/05/ 2006
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FMC

WiFi/cellular

XML / VXML

dual mode

IVR
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Alcatel Lucent
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Arrival of the World Leader

Alcatel-Lucent @

driving the global communications revolution in the 21st century

21
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Serge Tchuruk
CEO Pat Russo
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s >

130
186 *
79,000 — 23,000
27 * (2005 )
25,000 6

* After Thales transaction and excluding for net income, impact of purchase accounting and restructuring
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1,600+
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#H2 IP

#1 CTI

#1

+30%

*%*

*k*%k

* Frost & Sullivan Group

** Datamonitor
*** Gartner Group
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Current Analysis

August 2006 -

O -b l,_..
|
¥
Completeness of Vision Source: Gartner (www.gartner.com)

May 2006 - «( )

- Forrester Research
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Network Computing’s

February 2006
FReport No. D60AT

Product Category:
High-End IP PBXs

Yendor Tested:
Alcatel

Product Tested:
OmniPCX
Enterprise

Rated Highest Score
in Security
Miercom HE IP PBX
2006 Review
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 GENESYS
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f..‘:‘, GENESYS

S AN ALCATDL COMPANY

Gartner Magic Quadrants 2004-2006
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