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< Introduction 1 Stuart Legg Sales and Marketing Director

<4, Avaya roadmap presentation i Jon Stones Pre Sales Consultant

< Summary 1 Stuart Legg

4 Golf - Everyone
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Proximity at a glance

ZMerged business of Applinet plc and Unified Group

ZTrading since 1999

ZVast networking experience and expertise

ZComplete Managed Services solutions provider

ZFull range of solutions and services for Avaya

ZTrue Partnership approach to business with customers & partners

Z Aim to be seen as a Trusted Advisor
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Z Avaya Platinum Technical Partner

Z National Engineering coverage of our own people
4 Asset are our people as we do not manufacture
anything

4 Established European Support partnership network
ZIndependent Consultative Approach

4DB Rating 1

Z.ong term customer base

2150 9001/2008 Accredited

Z,0ur aim Is to over deliver not over promise
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2 Avaya product& roadmap update
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2CS1000 Aura Evolution
ZContactCenter(AACClupdate
2Video (AVCS) update
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CS1000 Aura Evolution
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Customer Value:

Avaya Aura®nterop
Improved MultiSite
Centralization
Cost Effective UC for Mid

Market

CS 100®R6.0 & R7.0
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Customer Value:
Avaya Aura@ntegration
Single SIP Routing Engine

Consolidated Mgmt Platform
Hybrid network support for
advanced telephony features
Single Presence / IM server fq
hybrid network

olutionginteyAUiral

Customer Value:

Full participant in the Avaya Au
architecture
(elMSsupport)

Avaya Flare / ADVD / AVCS

support along with associated
devices

New Advanced User Services

common across the network
Investmentprotection
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Legacy TDM IP Telephony Communications Core
Integrated 2-Tier 3-Tier
Stack
— — —
ARPRICAUONS ARPRICAUONS APS DI
Connections Connections SIP Presence

Connections
Access H.323 UniStim -

ISDN and TDM SIP I
Access
Access
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<, Standard- originallydefined in1999 (MS- 3GPP Standard)
2 Intended tofacilitate SPsSn combining theimwireline and wirelesoperations
2 AllowsSP4do give their subscribera featurerich experience
2 Uses SIMVISService Control (SIB@ (1 2 L WISISINDIE FAYY 62 G K
<2 Benefits
A Layered Architecture
A Decouplingf Users from their Devices
A LooseCoupling of Users from their Services
A ProvenScalability & Reliability
A Multi-VendorSupport
2! gF el Kl @S RSQOMS2 LBRwhiz® y & S NLINRK & S
A Takes the proveiMSprinciples and appropriate SIP standards fridns
A Simplifies architecture for enterprise deployment
A Sitill decouples users & access points from applications
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o NHEERNIENRS
Applications Contact Conferencin Mecenam Business Additional
Center 9 ging Applications  Apps

< 4 ¢ ¢

Core Communications / Voice / Video Presence Application

' L Services i i
Connections Administration Services Integration

Management

User Experience

Access
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Appllcatlons Contact Conferencin Mecenam Business Additional
Center 9 ging Applications  Apps

< 4 ¢ ¢

Core Communications / Voice / Video Presence Application

' L Services i i
Connections Administration Services Integration

Management

User Experience

Access
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- PSTN |
Feature " Legacy PBX Evolution
Server . Server

Manager Manager

TDM
Gateway

PSTN‘ PSTN& )
_Legacy PBX *_Legacy PBX
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1. User dials
voicemail pilot
number 1234

Messaging App
which own that
extension number

¢

2. Session Manager
Routes to

Aura
Messaging
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o quencedsApplicaticons)

Sequenced

3. Session Manager

routes call to onward
destination 1. User dials any

o
’/

Call
Recording

Manage

2. Session Manager
invokes sequenced
apps in order

Evolution / Feature
Server




edell

2 Aura User Calling Externally

r PSTN“ 1. SIP user initiates a calh SIP Invite to SM

" Legacy PB);’(/‘ Evolution 2. Session Manager Looks apginatinguser
-t Server LINEFAE SY OKSO1a F2NJ
_ : Sequenced Apps anavokes them in order
White/Black all Forwarding _ : .
List App Session Managers checks routing policies

and routes call accordingly

4. RTHmedia path established directgnd
Evolution Server routes call

Manager
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e —_Ndvanced UseizSeijvicesg(AUS))

— — e - —

Multiple Feature Server Options
Three separate development paths for new features??2f 0!

CS1000 Evolution/k€Mure Server AS5300

Advanced'User Services

Manager

User Experience
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Mo AUFE)

2 Support for common Avaya endpoints
A 1100, 1200, 9600, Flare (ADVD, iPad, PC*, And&

7

AVAYA
ﬂé re Experience

<2, Simplified, centralised management via System Manager

<, Benefit from common Advanced User Services
A No lag on New features for CS1K Vs. ACM customers
A Dynamic Device Pairing for CS1K endpoints and Flare
A Feature rich apps available \bevConnecPartners and Avaya
A More apps available as speed to develop with open standards comes do
A More appealing to software developers as apps can be vendor independ
AxAaA2y Aa (2 KFEGS |y a! LI { 62NBE
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PreRIs7.5 CS1000/Meridian 1
Step 1 Upgrade CS1000 to release 7.5 taking Pass Plus contract
Step 2: Deploy Session Manager & System Manager (RedNRiEamd migrating any H323 to S
Step 3: Migrate Management to System Manager
Step 4: Deploy any Aura applications required (migrafiatiPilotf desired)
Step 5: Upgrade CS1000 to release 7.7 and erbl&(SWFOQunder Pass Plus contract)
Step 6: Deploy Flare / Video / 9600 endpoints as required
Step 7: Phased migration of existing 1100/1200 IP Sets to SIP and register to SM
Step 8: Migrate Contact Centre to SIP and integrate IM/Presence
Step 9: Deploy SBC and Migret8TNservices to SIP for Business Continuity and Flexibility

Aura Client Enablement
Services

Aura Presence
Ser[ices

Manager

Aura Messaging

Aura

PSTN Conferencing
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12 Months 18-30 Months

Avaya Auré Integrate intoAvaya Aurd

’

= xend value with Avaya Adta

mnvn Voice/Video Presence ;
BB g | ¢ comeling Ro

4 Shared SIP applications

Manager
e -
) 4 Common User interfaces

|
‘ CS 100R7.7 EFS * Upgrades anc—/

SIRbased

CS 1000

CS 1000
4 1100/1200 SIP phones

CS 1000 R7(E>day) Avaya Auraready

upgrade

Meridian
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Avaya Aura Contact
Center AACC) 6.x
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NES CC history

2The NES Symposium years:1998 through 2005

A Adjunct servers controlling cc routing, queuing, reporting, CTI and networking

o

Symposium Call Center Server (SCCS) 1.0-5.0

o Symposium Web Client (SWC) 4.071 4.5

©O O 0o O o o

Symposium Web Response Server (SWRS) 2.0, renamed to
Symposium Web Center Portal (SWCP) 3.071 4.0
Symposium Agent/TAPI Server (Service Provider) 2.11 2.3
Communication Control Toolkit (CCT) 5.0

Network Control Center (NCC) 3.071 5.0

Symposium Express Call Center (SECC) 2.071 4.2

ZNES Contact Center Manager branding: 2005 through 2009

A Web services communicating between peer servers and SIP introduction

o

Contact Center Manager Server (CCMS) 6.07 7.1

o Contact Center Manager Administration (CCMA) 6.01 7.1

©O O O O
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Contact Center Multimedia (CCMM) 6.07 7.1

Communication Control Toolkit (CCT) 6.07 7.1

Network Control Center (NCC ) 6.07 7.1

Contact Center Agent Desktop (CCAD) 6.071 7.1

Agent Desktop Display (ADD) 6.01 7.1- — b —
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ease schedule
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4 Avaya Aura Contact Center (AACC) 6.0 was released on Avaya CM 5.2.
and CS1000 in July 2010.

4 Avaya Aura Contact Center 6.1 was released in Nov 2010

4 Enhanced Avaya Call Center Elite Voice with AACC Multimedia capabilities
(Phase 1)

4 Added AACC solution interoperability (Avaya Voice Portal and Avaya WFO)
4 Avaya Aura Contact Center 6.2 was released in July 2011

4 Delivers an Enterprise Multimedia Contact Center solution on Avaya Aura
CM 6.0.1/Session Manager 6.1 with scale and high availability.

4 Enhances Avaya Call Center Elite VVoice with AACC Multimedia capabilities
(Phase Z; Single desktop and integrated reporting))

Forthcoming:

4 Avaya Aura Contact Center 6.3 is due for release May 2012
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Avaya Au;a® Contact Center 6 2

What is it?

>A context-sensitive, inbound/outbound voice and multi -media solution
that lets enterprises anticipate, automate and accelerate customer
interactions

Why does it matter?

>Solution addresses end to end experience management
>Allowing companies to react to

Changing demographics,

New economic realities

Rapidly growing new modes of communication
Decrease OPEX; Increase FirsCall Resolution (FCR)
Increase Addressable Market and Revenue

v > Dy > >

What does it provide?

>|ntelligent, holistic workflow of multiple media types in visual
workflow

>|ntegrated progressive and preview outbound dialing
>Common administration and unified reporting
>| everages Customer context throughout interaction

>Unified agent desktop; Simplified business integration
> everages Unified Communications infrastructure of CM or CS1000

>Adds Multimedia capability to CM and CC Elite implementations
PROXIMITY ) .
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desktop

A Voice calls and Multimedia contacts
are presented to the AAAD client

>Consolidated realme and
historical reporting inherent to AAC )

A All media workflow defined in Mg
Orchestration Designer : . -

: N .2 RN Communication
>Complete reporting within AACC

Manager
.r- . or CS1000
>|nter-operability with standard
adjuncts maintained

PROXIMITY
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ANACGC 6.2 as a “Complement” to CGall Center Elite

o

—

>Blended agent desktop experience in
AAAD

A Voice calls from CC Elite
A Multimedia contacts from AACC

>Consolidated single agent desktop
A Voice calls from the PSTN are routing

through Elite. Calls can be controlled on th )
phone or on the AAAD o

A Multimedia contacts are routed through

the AACC and presented to the AAAD client

>QOptional integrated agent administration Com;nnt;mg?tlon
with Avaya Contact Center Control Manager - g

(ACCCM)

>0Optional Consolidated Reporting with 1Q
5.2
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Ve e AUra Agent
D@@kﬁ@p@ 2

>Unified Agent Desktop
A{Ay3t ST K2t AaGA 0T Ydzofiha-or BSR4 |
A Blend and Manage all media types:
Al 1 | Complet¢ 2y [/ a 2NJ/ {mnnn
Av 1/ /] Cdnaglentené (2 o0t SyRAYy3 ¢
Al 1/ dtandalongg | & YdzZf GAYSRALF O
Al 2yaraidsSyli RSBAIY2FINBIYYR2T7SES

~

© agent6652 agertB652 (8652)- DN-..  Ready AACCIMM = #E- 7 - =X
A P rOVI d eS Working: IM_Default_Skillset G i b
® webcust65@psrouter2.co IM_Default_Skillset 00:00:26 » a [ J
I Full session control, , :
. gm0 oA E e il B AVAYA aUra Agent Desktop

History of contacts of all types,
Out-of-the-box screenpops,

1
! -
I Presence, e
I Realtime statistics e i Wi it S
A Works in tandem with theleskphone or optlonally an
integrated H.323%oftphonemay be used in CM deployments
(&PHC’""”‘TH S —
I T e




Use Contextual and

Customizable Expert Lists
A Dynamic view for

the user

Based on keyword

analysis

Reach other agents

Or supervisors

Reach Non-CC

Experts anywhere
In the enterprise

Ve

A
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Working: IM_Default_Skillset

® webcust65@psrouter2.co

L)
Busy On A Contact

[

DoNotDist.. © A ..

ailable *
Offline [»]
Offline o

[webcust65@psrouter2.co) sales

show: [¥] all [[] Avaisble [] Busy [[] Do Not Disturb Customer IM
My Contacts [ CC Contacts | Name Availability Address
e agentassz@p router2.... Do Not Disturb 2gent8652@pstout...
@ © webcustbS@psrouter2.... Offline webcust65@pstou...
Narne Avaiabiity 1M ® 2652@psrouter2.com  Avaiable 2652@psiouter2.c...
Default =
= —— agentasgggpsvoulelg com has joined the convmahon} [&0.1 iﬂ]
webcust psrouter. has joine dlh conversation. [10:14
® 8570364 Avalable * 2652@psrouter2.com has joined the conversation. [10:14]
© 8570362 Offine o 4 zmp ssl@g com/a, 299(;4PP [101‘:'1 .
© 8320658 Offfine (=} Unknown, st stouter2.col b iD=50007,
¢ [sip: 2852@woute 2.com] Welcome to the SIP Contact Cemet If you km the name of the depanmen( [eg Sales

Support, HR), then please enter it now. Otherwise, state your query.

[sip:2652@psrouter2.com] You have chosen the Sales Department. An agent will be with you shortly.
[webcustE5@psrouter2.co) Hello | have a sales query...

How can | help you today?




Multimedia and Reporting

ZFiltering in Graphical Real-time

Di spl ays a#rVvdsewon
actionable information

2 Skillset Timeline Historical Reports
show interactions between Service
Levels, Incoming Contact Volume and
Agent staffing

2 QObserve / Barge-in Report enhance
management with linked reports



