L ieE N D LTI ATH NS

Avaya Aura®ith

VES] S

X A 55




|

T FLAE AS, TR IEAE SO A TS5, AVAYA

Economy & Growth

25 RER

8| Blogger

% > ¢H | Social fIiCkr

- ‘ Generational #H—4% Networking &M%

W siEe

Linked (3.

Environmental 4%

A

Mobile —
Living Ba) A7

iﬁmyspace com

a place for friends

Virtual Worlds and
Communities Bt T4 X




It amr

oy, ERATT A B

AVAYA



R SR I s IR

EriclI NI T — AN Tek i thay, {Hi2 e intern(—]
SOINEFSEEI M@ EL

J

N

b F) 221 UL FH BT EiPhone 3 F T8 ik 1B 9 3545
HEBR 1) U i 2 53

J

N
EricE iR Is W _EFE s g o n) L, (E A & 75 2L
Z 8. iPhone b1 N H A VAR IE L WEB 1] — A~
Nyt A UF ), ARIERE T —A B BRI B )

— ANLEFAE SF Y O A RN R T Eric ik, [
3575 T fh/EiPhone FHL LB FIFTE 58 (HE
PrBEE D o XA D AR FE T HEL G 28 Eric 22 75 B
b A e i) K5 )

c‘ @ ﬁ:

©2009. All rights reserved.




BANTE 2T A5 AVAYA
- SIPSIWEBHEAAE S A
A Call context & ICR (Load balancing & Estimated Time)

il KTET =

308 PR PR

Avaya H B %+ e B e
Trywis.  Assistance Request (ICR + AVP) / EI:‘
Assistance Request -

. T :; n? HLI EF‘ Y
Plagsy provide us with move S9tall that ~ - 2
iy ASAIST I TasOhRg YOLE [BsuR:

| meed halp o conligura my

router — = H%ZHLIEF“[L‘n

bl KTET =

300 PR PR

Thank You!
W will contact you shartly

B0 B (5 BB S AL E
%ﬁ%f?—kfﬁ;i%misé‘%ﬂ Al

Gillian's Technical Support




WATE 2T 25
B 2y B i it T R4 AVAYS

‘. ICR STP Agent = x
Agent: 25200  Status: Logged 1 Skills: 12 Login time: 46:56 Tﬁ'ﬂ%ﬁc-ﬂ E{/j ﬁ%§$ 'L-Ij

| Logout
Station: 20200 Password:
Current State: Manual IH State time: 20:33
' Innovations
| Autoin |Mamualdn, | ACW | AUX o

APS Innovations
5IP Agent Demo
£ %@aﬁﬁ' [Wap | Sat | Ter |
Language en-us FUL AL (izBasking
FirstName Marcos Y W hidde
LastName Fujisawa g Caretery
AccountNumber 11223344
Coordinates  40.692386=-74 577019 ) £ 1
Service  Refinancing ' : |
Derail 1 would like to know if' | am eligible for the new Homeowners Assistance P
Modification program. P ' Cross
CustomerPhone  908T872070(@icr com A4 i l_wﬂn's =
AgentPhone 10015 @icr com Y 4 | e
. g “,,qta '%%
avaya-cui-alert-type  ACD-external GQ'% € "B2009-Goggle—Map data ©2009 TeleAbas = Tarmi of dte

AgentD: 221 Password: s FHE MiE T HEARER, FEE A E R SS



KPR aER )T % — Avaya | — AU %% A

— i}

Customer Connect Mobile 2.5. Builds on 2.0 with

an embedded SIP endpoint in the application.
Allows SIP calls over 4G/3G/EDGE and visual
data exchange with seamless dialog handoff

between content server and agent

Callback
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In 2.5, DD scripts
include multi-modal
voice and data
component. SIP
component allows
integration with Aura
Named and
Sequenced
Applications.

dynamic SS |

GSM/3G

Callback

Inbound

GSMI3G

Firewall

Users can start with SS using
app or voice call over SIP and
extend with dialog of visual
content. They will still have an
option for a callback.

Communication |
Manager

Avaya Voice Portal

Aura Session |
Manager |

SIP or
Application Server: H.323
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Orchestrate The Experience (React to Prevent)«

Proactively Managing multimedia inbound/outbound automated and assisted care

A’ Customer ‘ ’ (

Customer ‘ ’ Customer (

Customer‘ ' (

__ . Customer

Customer

Customer‘ ' D

Customer

Applications

............. % TV ——
............. Aboard

1; [:q 0000000
o’ Reminder
ooooooooooooo i- D .
__,\49_._9? : Product
Outbound Promotion

1 Renewals
tD:_

Product
D_.......................) Support

’ Customer ; _
Customer z\oice.

: Corporate

:.......................) DireCtory

~ Inbound Ordering and
Payments

Proactive
Qutreach

Voice

Portal

elf Servic

Live Agent
(as needed)

133



AR A5
ARG

Joe

H o

AVAYA

4 5 i 2 R 1
T gy

25 seconds!

/%M%ﬂﬁﬁﬁﬁw@%
CWESYR, R
B ABARES” [EX) 2R
TR 20% 18 4T 40

122 TATHERRE ik

BrivTm it s 2
N S

........... >"

Joy JEJi

N
YE N mER T, BIA
LB Bt 25 E 6 4T50%
P40, AL ? i 2n I
157, BATVE A IZELHEACE 25
BFHL, eEAIE5H30H.

- -




A,f;/l;l\;_./\g

By o
L0, 1

Ny

SEIli &y

CEBNRES)

¥ 5)) 4 iy .
(iPhone / Android)

Joy
Je i

EZ S
(text message, email,
social media)

PRI S A1
H B 55

MN¢M%EWA
P 2]

— RIWAR S ICUEE TRV oK



4 5ol (Avaya Aura Contact Center)

— -

LM — IR EL AR S

R SS AAl

375 j

AVAYA

E

%ﬁ%ﬁi%LﬂE’(%

Superwsor
" Assist



A M R IR B AT

« Jacky= A\ David H &4k 15

» Jacky Ry B 7 SCIPRAS, ki — AN N
PR i Simon, JFin Y 22 347 BRI A5

« —MutEDavidiEAE B Link B, H3hk
145 Simon

AVAYA

—Mir A URLEERE RS A s K
i%#|David ) FHL L

— A
‘ ' Jacky
oooooo FHI-M,—I‘
. DE]
‘ B3 ‘”‘
PRIEE 51,

. Simon
9
David

Persistent Consumer Conference

& Reply | [» Playback | [Z] Aschive ] Mute | EF S

EDavid rJacky here’s my car pics..
L »'. Ii -

-Jack'_-.-‘ Jur claims agent, Simon Yvest, has
y

b contacted the towing company and advised
to deliver your car to Derts R Us on...

“w tomstow: your car has landed safe...
1 http:ffromstowing.com/hank /30029687




Avayafiiast

X A 55




. e . AVAYA
AR AL IX TR 3 1

Blogs Social Networks
ke TypePad @ MQUABLE TYPE @ L'nhedm

Microblogs

Forums

T ppt erosu

Secial
Viedia

Virtual Worlds
W Lire Il 0@oo

Media Sharing

flickr YuM® lostfm

Video Streaming Multi-Player Games

kyte (B justintv - b v

© 2010 Avaya Inc. All rights reserved. 19



AR IX B B4k AVAYA

Automating Social Media
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twlhber_ Home Profile Find People Settings Help Sign out

What's happening?

‘wow, cjet just increased bag fees!

£ Add your location Tweet

4 CJet customer posts their frustration!

4 AcmeDave noticed the higher bag fees.

4 The negative sentiment is out on the web for all to read.

1UD5

AVAYA

AcmeDave
54 twoats

2 4 0
|

following followers listed

World - Cup
n. The largest sporting
event in the world.
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Dialog Designer analyzes incoming Tweets -«
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[ @ - agent 5522000 (5522000)

Ready
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Standard Agent ipgijfja.c]et.mm
Desktop and Tools

Skills Based
Routing Values

EM EM Sales

(Premium — Engllsh)

ey g =
Incoming e EM1
Tweet Work Clear Fror: AcmeDave@avaya ciet com |Date:  [7/7/201012:00 PM
| | Ta: alrng-:-:'l @tlbur-:-m dr. v gl et HTML | <=
First Name | IEE

| Details | History | CI Details |
Original Skillzet &) | Subject %, Arrival Date

& EM_EMN_Sales
% EM_EM_Sales

premium - English - g 7A1/2010 3:57 Ak

0 #A1/2010 3:40 &AM

premium - Englizh

Customer =
HIStOFy Contact ID: 7

EMail from Custumer
late: Wednesds

Text
Analysis

mel ave@ayvaya ciet.com
o1 @tiburonl . dr. avaya. com

User Social

Context

Subject; | premiumn - Englizh

-

C: JET
AIRLINES

mrenee @) [EitEed]
- AcmeDave - wow, cjet increased bag fees!

User Analysis

—English - premium/airline
Relevance(60/100) Emotion(()
Posts(54) Following(?) Followers(4)

 Tweer History

s 03522 AN - @hcmeDave the fees are needed to keep us in business|
Ilon Iun 21 12:58:05 P - wow, ciet just increased bag fees!

EriJun 11 1005745 AN - the cjet canceled flight was delayed

FriJun 11 10:55:17 AN - bag fees at ciet are expensive

Thu Jun 10 02:18:2% PR - ciet canceled my fight, late too.

Thu Jun 10 01:48:10 P - ciet lost my bag again.
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TIT el Towan 000 7710570 AR mman mamd mmanmm ] e T Bl a1

Beply teply £ [ Transzfer ][ Finizsh




#H

RVAT AN
—
=1

AvayaBi 4L
I

Thu Feb 25
Thu Feb 25
Thu Feb 25

20:18:58 - Abc cjet is good
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22:44:55 - 1 think ¢jet has deals to rome too :-)
22:38:45 -1 bet cjet will fly to Pans for less!

M E RS A

% L IR LI F=]
> =
@D

—— O Roling g =

_Jnhmnn cﬂy

A etk

haem Alata BOOT N Eanala ﬁk

Brnghanunn .Hnﬂlﬂ-ﬂﬂhu

s Ll fa P LE LT "

Eﬂr!l‘ﬁﬂh

e |

Con nectmut

|
;r.k&hurgﬂ "h"rgmm eNe

2 Darvile

e

- North _
shewille Eamhnn
allg — i
Fag,rartt'.'illa Q.
‘@ ““’”"’""E



Amwﬁ%ﬁX%@ AVAYA

@.ﬁ.vaya Social Media Twitter Response ‘.E;*,‘ * B | @ - Page - Safety - Tt

AcmeDave - wow, ¢jet just increased bag fees!

Resganse

:@AI:I'['IEDE.‘.FE sorry abhout the increase, however as a member of our :
frequent flyer prn:-gram gn:uu will newver pa;:,r ]::uag fees' iE'_Eﬂlaj.ﬂ: 26

REpl}.FTj.FpE {E_E,I.F{eply v | Tmtterﬁcc-:}untf et 5 uumr’r

4 Agent looks up customer account and determines he is a frequent flyer.
4 Agent points out the benefit of frequent flyer no bag fee policy.
4 Public reply will promote benefits of CJet frequent flyer program

4 Use @reply for public or direct reply for private messages
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