AVAYA

The Power of We™

La tecnologia e I'offerta Cloud di
Avaya

Andrea lacomussi e Armando Capone




AVAYA

Decisions you need to make in the next 12 months
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Delivering perfect
service!

A new disparate
world of
endpoints?
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*Adopt the RIGHT innovation to suit you
and your customers
*Make it work globally
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Social Media Manager
Automating & Integrating Social Media

Scan, process and respond to events from social media using
existing Contact Center infrastructure
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From smartphone to Agent
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Service (Gillian's Try this... Tytis.. Assistance Request

Please provide us with more detail that may
assist in resolving your issue:

I need to solve a technical Internet Connectivity

Internet Connectivity I need a router config

'I'echnlcal Support Factory Defaults
Computer Performance
I Order Status

1. Reset the power on the broadband
modem. Did this resolve the issue?

Yes m

2. Is your computer farther than 150
ft indoors from the wireless router?

Computer Lockups or Freezes
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: Order Support | | CD or DVD drive. Yes H Maybe
| | Virus or Spyware. Resolution:
My Ac t i
1 y Accoun Computer Bootup Your problem is .
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Technical Type Basic Description
Support of Issue Troubleshooting of Problem
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Manage Collaboration with Avaya Flare
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A common experience regardless of access device or connectivity method
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Emerging Products & Technology

Enterprise User
Experience

Communications
Enabled
Workflows

Customer
Connections

Customer
Experience
Optimization

Intelligent, context-
aware, fit-for-
purpose enterprise
communications
management.
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Automated, event
driven, closed-loop
notification,
collaboration, and
brokered interaction.

Consumer
interactions via
mobile apps, social
networks, video,
and external social
media streams

Track, analyze, and
improve entire
experience with
optimized flow, agent
compliance and
efficiency

A

Cross Functional Initiatives

Cloud Services




Cloud Computing?
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SIMPLY EXPLAINED - PART 17:
CLOUD COMPLTING
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Clouds makes the life easier

LAST YEAR WE
RECOGNIZED THAT OUR
PROCESSES WERE FAR
TOO COMPLEX

geek & poke
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SO WE PUT THEM
INTO THE cLOoUD

LET THE cltoubDs MAKE YyoUuk LIFE EASIER
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Gartner’s Cloud Computing Outlook
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By 2013, at least 75% of customer service centers
will use some form of a SaaS application in their
contact centers
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Gartner’s Cloud Computing Outlook

Gartner’s Cloud Computing Outlook 2011

Which enterprise functions
will be outsourced in
the new world of cloud
computing?

» Enterprise social networks

» Next-gen mobile apps

« Multi-enterprise collaborative
services

» Social intelligence apps

ClO INSIGHT
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Gartner’'s Cloud Computing

Gartner’s Cloud Computing Outlook 2011

Key characteristics of
“as-a-service” cloud
technologies:

e Pay as you go/use

« Turn on/turn off as you wish |

« Multi-tenant and not simply
an outsourcing of apps

ClO INSIGHT
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Avaya Aura Architecture
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Avaya Aura
Cloud enabling architecture
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Avaya Aura Cloud Services Architecture
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NLYL Inter-Enterprise

a U ra Communications

g Inter-Enterprise T Application
aura Communications aura Marketplace
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Aayg Inter-Enterprise

a U ra - Communications
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LV Application

a U ra Marketplace

¥ Download
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Premise ; Hybrid Cloud
Applications '- - Applications
Flare, Aura, Cloud working with

ACE Applications Aura
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Hosted
Platforms

AVA A C— B, rce.com
cdloud platform

Incubation ;
Platform as a amazon Platform as
Service a Service
I.e. Federation, Platform as and Channel
Flare Trials... a Service
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Deploy Communication Solutions
Cloud Approach

AVAYA Cloud .Services P R NGN,
a u ra Architecture 4G, IMS
Hybrid Carrier and Enterprise
Applications

AVAYA : AVAYA Application Hosted
%) u ra Federation Aura Marketplace Platforms

v D load H SEER .
onnios i . AVAYA (&S
o (v» .|||.|||. : _ :
LN =» D c€Isco. Premise s Hybrid Cloud i Incubation of
o Flare, Aura, ACE Aura New Platform
Ggﬁgle ; i Strategies asa
‘ Service
amazon -nd
Cloud Platform Channel
Aura to Aura Aura to Others web.alive, hosted CC/UC as a Service

o JintersEnterprise Communication 21



JAV/A\V/

The Power of We"




