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a What is Unified Communications?

e Why are People Deploying UC?
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What is Unified Communications?

Simple Complex /Associated Technologig

* One Number
* Presence
* Click to Dial

Co-Located Teams |:> Dispersed Teams « Communication Portals

‘  Audio Conferencing
: : : : * Web Conferencing
Single Office |:> Multiple Offices  Video Conferencing

Stationary Employees |:> Mobile Employees

* Voicemail
Local Coverage |:> Global Coverage * Visual Voicemail
: * Instant Messagin
Teleworking « Email ang
Multiple Sites « Intelligent Contact Routing
\Mobile Enablement /

As businesses become more complex, the need to deliberately design

communications processes grows
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What is Unified Communications
Key UC Concepts

One Number

Presence

Unified
Channels

Collaboration

Productivity
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What is Unified Communications?
The Key to UC is the Design of Communications Processes, not the
Technologies

Avaya has been using a worker profile
Field based approach to redesign
SEVICES communications processes

« Profile your users complete
communication needs

Executives

Info Workers  Don’tlook in at applications in

silo’s, users will cross profiles

Contact \ _ _

Center | « Choose appropriate technologies

Agents once you determine your most
R&D important needs

Manufacturing

Technology is only the enabler, Process Design is the Key
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Why are People Deploying UC?

Key Drivers

As workers travel more, work on global time
schedules and are more geographically
dispersed, keeping enterprises connected is
becoming increasingly difficult

-

Productivity

Cost pressure along with rising usage forcing

new approaches to solutions
' — Mobile carrier costs
Cost Pressure e i

— Management of applications

Enterprises must begin to manage these new
communication modes
— Security as devices and access points
proliferate
— Compliance as communication modes
proliferate
— Business continuity

Security
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Why are People Deploying UC?

Some Examples

Workforces

Executives / Professional
Services

e Connectivity
e Productivity

Sales Forces
e Connectivity
e Customer Satisfaction
e Reduce cycles
e Security & Compliance

Field Services

e Productivity (Mobile
dispatch, intelligent
routing)

e Materials tracking
e Customer satisfaction
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Teleworkers

Across Organizations
e Employee flexibility
e Employee retention
e Cost savings
e Going ‘Green’
e Government Mandates

Contact Center
Information Workers

Administrative, Support
Functions

Desk Workers

Across Organizations
e Connectivity
e Productivity
e Corporate agility

R & D, Manufacturing
e Collaboration
e Reducing development
time
e Utilizing geographically
diverse workforce

Contact Center

e Productivity (1st call
close, skills based
routing)

e Customer satisfaction
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How to Deploy UC?
What is Hindering UC Adoption?

_ i v :
(Confusmg Wha_t ap_pllcatlons even exist? Which
. applications are most important to deploy?
Technologies What will this all look like in a year? Two
years?
( Who should use which applications? How
Change to P_I‘OCGSS should they use them? What policies should
And Policy | put in place? How do | ensure adoption?
. What is the real business case justifying all
' Business Case JHSHIYING

e _ these deployments?
Justification

( How will they work with other applications?
Multivendor Solution — Email, IM, wired voice, mobile voice,
conferencing, messaging, video
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How to Deploy Unified Communications?
A UC Deployment Methodology

A repeatable, programmatic methodology to deploying UC

Situation
Analysis
What is my current state?

* Who? Understand your
workforce and worker
profiles

» Understand your current
technology environment,

processes and policies

OUTPUT:
Business requirements
analysis
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Requirements
Definition

How can | improve
productivity and
reduce costs?

* What? What are the best
opportunities to create
business impact

* Why? Develop a business
case for change & define
success metrics

OUTPUT:
Business plan for change

Solution
Design

How do | realize these
improvements?

* How? Technology choices
including 3rd party
applications and services

* Deployment plans
including what potential
implementation steps,
training, marketing will be
required

OUTPUT:
Detailed implementation /
migration plan
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How to Deploy Unified Communications?

Success with UC Requires Expertise with Multiple Technologies and
Vendors

Conferencing

Voice
Telephony Telephony

Unified Communications
Requires Integration of:

Contact e Multiple Applications
Center e Multiple Devices Conferencing

e Multiple Systems
e Multiple Vendors

Voice Instant
Messaging Messaging

Presence
Management
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How to Deploy Unified Communications?
Successful UC Deployments Require Knowledge Experts and a
Lifecycle Approach

Application
Specialist
Software Security
Specialist Q Consultant

Strategist

Advanced
Solution
Architect

Network
Engineer

Data
Implementation
Engineer

/

Optimize
e/ P

Implement

o Application & System Performance
Monitoring

e Multi-Vendor App Integration « Total Solution Support
- e Platform Installation e Software Release Management
. e Application &
e Discovery L e Phased Deployment e Infrastructure & System

o Feasibility Studies Design e Training Diagnostics
— Detailed Modeling e Integration & e Program Management
— Success Metrics Testing Plan e Transition to Operations
— Architecture, Integration  D€sign

& Infrastructure e Security Assurance

Roadmap Testing
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How do you Get Started?

Take advantage of a collaborative Key Areas to Consider
UC consultative engagement to What is your current UC strategy?
ensure the long term success and e

business impact value to your What UC applications are most

company important to your business?
How does UC fit into your

- icati technol
¢ Assess and re-design communications technology

: : i roadmap?
communication and business
processes to drive increased How much of your overall
value communications costs are for
_ _ collaboration, messaging,
e Build a communications roadmap conferencing, remote/ mobile

workers? What are the drivers of
that cost?

e Design, integrate and consolidate
seamless multi-vendor solutions

for optimized performance What security and compliance

E | d d mechanisms are in place for your
e Ensure, evaluate and manage en mobile endpoints? How does this

user adoption differ from your laptop computers
and fixed assets?
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Backup
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Mobile Workers

Drivers

e Increased Connectivity
e Higher contact rate
e Presence / Preference
e Faster response to voicemail
e Increased Productivity
e Converged voicemail, email, logs
e Directory and click to dial
e Decreased Costs
e Control of toll charges
e Reduced real estate
e Increased Security
e Corporate control of contact
e PBX Routing
e Remote control of devices
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Eli® Edit Destination

Call Log

Corporate Directory
RIM Addresses

Open Saved voicemail
Settings

Refresh
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AVAYA ONE-X MOBILE
SEND CALLS

7

# Quick Entry

€ voicemail

« Mobile

EaTreo

@ Home

B Automatic by Schedule
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Teleworkers / Home Sourcing

2y

Concerns

T

e \Worker Retention

e Supervisors
* Ensuring productivity

o Worker Flexibility « Ensuring collaboration
e Reduction in commute time / cost * Managing remotely
e ‘Green’ Concerns * Training
e HR

Reduction in Real Estate costs

e Employment contracts

e Government Mandates and Initiatives e Policy and enforcement

e State of Utah e Terminated or resigning employees
e Section 359 Transportations o IT
Appropriations Act e Installation
e Communte Trip Reduction Law e Training
(Seattle) e Support
e Central London Congestion e Other _ _
Charge & Workplace Parking Tax e Information Security

e Compliance (OSHA, HIPAA, etc.)
e Tax Implications
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Teleworker Experience T

File Edit Actions Tools Help
& ([@ 18 % Q
Participants {2}

G Donna Eastman

@ 22953 ’

Instant Message

[ 22953 is calling you for a phone conversation. Do
you want to Accept (Alt+C) the call?

7 AVAYA = Lisa Jones
 onme>X X0101010 (Desktop)
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» Communications | Subject
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