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Cisco Unified Communications:
Quadruple Play for the Enterprise
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Recent Acquisitions:
Audium, Metreos, Orative

Leading contact center and voice

m application platform; expertise in

open standards such as VoiceXML

Development tool to build custom
applications on Cisco’s Unified
Communications platform

Extending advanced Unified
£ orative Communications capabilities
to the mobile device
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UC Multi-Layer Platform to Build Business

Solutions

3RD Party
Applications
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Cisco Enterprise Voice Market Share

Worldwide VVoice Market Share

30%

25%

20%

15% Avaya/Tenovis
Nortel
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Siemens

5% NEC
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Source: Synergy Research Group, February 2007.




What is the strategic framework Customers
are using to evaluate and adopt UC

Business Transformation ’
varies by vertical Business

industry needs and T £ ti
typically achieved by '_'ans 9_""‘3 ion
Business Agility and Market

incremental productivity Bittciertation

enhancements’ /
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Productivity
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IT organizations need TCO
driven analysis to self fund
the UC deployment in the
enterprise

Convergence
IT TCO—Pays for Itself

Innovation




TCO Savings

From Convergence




UC can Drive Over 25-30% Reduction in Voice
Communication TCO

5Year TCO
$ millions

IPC Staff Tele- Conference Facilities MACs Post-IPC
Equipment Savings worker & Toll Connectivity & Savings Deployment
& SEWL Bypass Savings Maint. Cost
Installation Savings Savings
Cost

“We will drive a 25-30% savings in voice expense by moving to IPC”
* Fred Spulecki, Director IBM/ Cisco IPC Initiative
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Post-deployment Example :
$30M savings on $15M UC investment

Customer Case Example of Savings To Date (2004 — 2006)

Moves/ Adds/ Changes $1M ~ $30M Cumulative
Savings To Date
on $15M UC

- : aM
Maintenance savings $ investment

Toll Bypass: Site-to-site ([ NNEEGGG_Gg M

Toll Bypass: Contact Centers $5M

Conferencing savings

Deployed to over 40k employees and 150 sites globally

New platform has increased overall voice
network availability versus TDM




Productivity Benefits




Research shows that UC enhances
employee productivity

UC empowers employees to use more telephony features and use them more often (as
compared to previous systems)—for improved communications and collaboration. *
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Improvied remote office o i
employee productivity _23’2_% | 40%

Employees working [m
from home using PC 21% 50%
avoid lost work time |

age

ESEARCH

[
* Sage Research — April 2005, surveyed 83 organizations who have deployed IPC
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Example Global Company : UC was a Critical
Enabler in Increasing IT Productivity
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Business Transformation —

Vertical Dependent




Financial: UC can help convergence of all channels of
communication for a common customer experience
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Financial : Banks World Wide Piloting Virtual
Sales Experts model in their branches

IP phone screen B Calls routed through IPCC to

the specialist in contact
Sales Experts v A center, HQ, or another branch

Specialist

e - assists Banker
®3anker selects the N g () ‘ in making the
‘Expert’ menu on the \ n I el g sale

IP phone

Customer in : Customer

branch
@Customer request
outside of the | want to open a retirement
area of expertise W 5ccount: can you assist me?

of the Banker

© 2006 Cisco Systems, Inc. All rights reserved. Cisco Confidential




Financial : Using Interactive Web to Improve
Access Options to Drive Sales

E+ TRADE

FINANCIAL
b = S . — Customers who engaged in
Gating) Siamod  Home Paichase  Palmande  Nome Eguily  Loan Celoplsisrs Lean Shatus PSS Chat are more SatiSfied With
Home Purchase - Express B i . Iending process
o "/ 2| R — Chat invitation acceptance
«tr | E% TRADE o
' FINANCIAL rate_BA)

j eomams s sineimetion R | omned — Subsequent mortgage
application rate 13%

Let the customer use the channel of choice
and increase closing ratio
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ITS : UC Helps In All Aspects Of The IT
Services Company’s Value Chain

- Develop - Form delivery teams. Establish executive
vertical and help-desk/call center
horizontal
solutions
based on
customer
needs (in
Centers of
Excellence)

Key
processes

* Finalize delivery
partners
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SELL
Example: Placing and finalizing bids
UC speeds collaboration and internal decision-making

Shortening sales cycles by speeding internal processes

leveraging _ | H N U i T%?m # /- |

Collaboration .t 4 »‘, . ol 3

tools - 1V . § L F 2
« AM creates meeting to * Recording of

automatically outdials key meeting emailed

approvers to al_)s_ent
participants for

inputs/signoff
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DELIVER

Example: Crisis management with Customers
UC enhances quality of customer interactions

ient team discusses
details of issue with ODC
team via TelePresence
and finalizes joint action
plan to resolve problem
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Cisco uses UC to increase customer

satisfaction and reduce support costs

= Integrated, multi-channel customer support (phone and Web)
= Extensive customer Web self-service capability
= Consistent, global customer experience

Benefits

Customer Satisfaction:
— Increased from 4.0/5.0 to 4.78/5.0
over 7 years

Cost efficiencies
— $661M
— 85% of support cases resolved
through the Web
— Decreased average talk time by 32%
Web-phone Collab.
echnologie

Customer Cross-functional “Customer Interaction Network” Agent

Enquiry

(N
telligent
all Routing?



Manufacturing : Uses UC To Increase Customer
Responsiveness Through Virtualization

RAINELS

Combined local
ncly stores with
K 4%‘3“5“:“3.; central enterprise
S __%,h resources to
? R.F,.E-r‘;!‘——':'..;' o /[T 7 increase sales,
W cortranct et leveraging a
, ,g iy converged
network

Hicko Hlllr"="
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Result : Shorter hold time for customers, local touch, increased
annual sales by $60M
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Retail: Mitsukoshi uses barcode/RFID enabled
phones to check inventory for better service

@ MITSUKOSHI

Customer does not have
right product in fitting
room

IP Phones in fitting
rooms integrated with
ERP system

113% increase in sales
Reduced sales cycle time by ~20%
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Health Care : Large Hospital crisis management
UC improves quality of care by enabling faster start to diagnosis

* Pre-defined emergency
response team dialed-
in to conference

- Patient Code - Single button * Briefed on patient status
Blue or crisis launch of an while reaching location
situation audio conference

- Start diagnosis and
treatment

» Reduction of response time to 33 sec

© 2006 Cisco Systems, Inc. All rights reserved Cisco Confidential




Summary

= Collaborate more
effectively, regardless of
location

= UC is a platform : Open,
extensible and secure

= Not just cheap phone
calls... Transform
business processes
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“Living Room,” Park Guell, Barcelona
Image courtesy of the human network.
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