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Background information

Some facts about the speaker and company
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Wicom is a leading E@)pean IP -telephony

software company specializing in business
communica tigyss

CEO: Mr. Ilkka Kivimaki

Location: Espoo, Finland (HQ). Sales and support offices in Amsterdam, London,
Munich and Stockholm. Channel partners across Europe.

Ownership: Private
Founded: 1999
Employees: 75
Product: IP contact center and enterprise communications software.

/ Customers: +200 customers in Europe including EDB, Estonian Air, Finland Post Group,

4 ) Finnish Railways, Fujitsu, Luottokunta and Prerriere.

&( ° ( ® Espoo (HQ) Investors: Accenture, Stratos Ventures and 3i.
)Stoc ‘h{Im J
London e ®

 Regional application service providers and resellers
Munich . ) cross national 3\ 5
] . B tion sorT@onic T Systems-  FRING DATACOM olutions 29

: : enfo ~ COHERIS
K (,\ éMERLIN L Brooktrout®

— International service and technology partners

Amsterdam

accenture FUTI)TSU SIEBEL. innovaphone 9 AudioCodes BT®

DI Certified BTQ\ infonet T -~D’

Solution Provider
INSIGHT MATTERS™

+ 20 other channel partners
across Europe, www.wicom.com & Copgemini kol
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http://www.wicom.com/content.asp?folder=11&subfolder=31
http://www.enfoementor.fi/showattachment.asp?ID=130&DocID=97
http://www.enfoementor.fi/showattachment.asp?ID=130&DocID=97
http://www.enfoementor.fi/showattachment.asp?ID=130&DocID=97
http://www.enfoementor.fi/showattachment.asp?ID=130&DocID=97

The change has begun, TDM shipments are

dropping fast

Contact Center Shipments in Finland, 2005

11,0 %

B Wicom
ST O Nortel Network
81% 35,6 % orte etWOrkKs
’ H Alcatel
7.9% H Siemens
O Avaya
9,3 % O Cisco
111 % 13,3 % O Genesys
O Others
Source: Gartner Dataquest, Sept 2006/
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Understanding what benefits nhew technology can

offer is the key for success

From ... Key drivers .. TO

Rapid shift to IP systems
BN =0 Ei!
50 -7 &
Agents  Field Remote  Corporate Traveling  Automated
The emergence of hosted workers agents  telephony users  experts services
service solutions
IP hard PC desktop Mobile :_::::;%
- Rationalization towards unified phones thin-clients terminals | terminals
3 3 ﬁ communications apps
B 5 (] & Wicom
3 vt 3w ] In- and outbound VI software
2 og Deepening ICT systems contact center :1:) ¢/[ofll based ECM
E = = _g integration applications
- 8 o Standard IT
S
. . i and network
Requirement for virtual network P nel\:‘?\,%”rek infrastructur
solutions e

Integrating nobility into
enterprise communications

Ea T

Multiple communication channels
Move to standards based

IT solutions
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D efinition

VoIP is widely misunderstood
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Many ways to utilize VolP

Bandwidth savings, e.g. global carrier’s
connections (audio stream compression)

2. Consumer VoIP
- Peer to peer (Skype ...)
- Carrier hosted (HotSip ...)
3. Corporate intranet (Wicom, Cisco ..)
- Corporate bridging
4, Wireless VoIP
- Unregulated (802.11x, Wimax ...)
- Regqgulated (3 G ..)
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What analysts are saying about VoIP ?
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According to Gartner, VolP is a mainstream

technology
its benefit rating =High*

) Less than two years
O Twoto five years

*Benefit rating =High

@ Fiveto 10 years The technology enables
N A ora than 10 years new ways of performing
aW-laenaraion . .
Operaton Sysims s @ Obsolee belore Plataay horizontal or vertical
WiFi applications that will result

20211 afg . . . pu .
in significantly increased

revenue or cost savings
for an enterprise.

Optical Switching

Linux Mid-Tier
Applications

4G Wiraless Elactronic Bill Presantmant

Technology and Paymant
Messagin HET
adind Managed
Coda As of Juna 2004
Technology Peak of Inflated Trough of Slope of Plateau of -
Trigger Expectations Disillusionment Enlightenment Productivity
Maturity

Slope of Enllghtenment Focused experln”entatlon and solid hard work by an_LngLeasmghLdnLQEse_lange_QLQLgamzatmns_lﬁad_tQ_a

Plateau of Productivity:

- i . Tools and methodologies are increasingly stable as they
enter their second and third generations. The final height of the plateau varies according to whether the technology is broadly

applicable or benefits only a niche market. Approximately 30 percent of the technology's target audience has adopted or is adopting
the technology as it enters the Plateau.

Source: Gartner (2004), “"Hype Cycle for Telecommunication Technologies”, 30 June.



Gartner also suggests that IP telephony (VolP) will

displace traditional PBX equipment by 2007-2008

Shipments
18,000,000

16,000,000
14,000,000
12,000,000
10,000,000
8,000,000 4
6,000,000 4
4,000,000 4

2,000,000

od

B P Lines

Il MNon-IP Lines

1999 2000 2001 2002 2003 2004 2005 2006 2007 2008

122384-00-02

Worldwide PSE Line Shipments by Technology Type

Shipments

80,000,000

70,000,000

60,000,000

50,000,000 4

40,000,000

30,000,000

20,000,000

10,000,000

0_
1999 2000 2001 2002 2003 2004 2005 2006 2007 2008

B TDMLine

B PLline

122205.00-02

Sources:
- @Gartner (2004), "IP Telephony Adoption Poised to Dominate North American Market”, August 24.
- Gartner (2004), "Adoption Rates Shift in Worldwide IP Telephony Market”, 17 August.

North American IP line shipments
have overtaken traditional lines by
2007

43% of all line shipments worldwide
were IP-enabled already in 2003

Worldwide IP line (pure IP) shipments
have overtaken traditional lines by
2008

In 2008, Gartner worldwide predicts:
- 559 of all PSE lines will be pure-IP

- TDM PBX/KTS lines are expected to drop
to a 10% market share by the end of the
2008

- the remaining 90% of line shipments will
be a mixture of pure IP-PBX and IP-
enabled shipments.



Gartner says thatin call centers, the ‘pure-IP’

solutions will overtake traditional systems in
E urope by year 2006

16000
‘Pure-IP":
ﬂ 14000 Solution comprising software
cC bundled with IP hardware
GE) 12000 (Wicom, Cisco)
a © 10000
= 8— Traditional TDM:
n S, 8000 Solution conprising software
% 6000 bundled with TDM hardware
GEJ c (Avaya, Alcatel, Nortel, Siemens)
£ 24000 _ _
> » ] Adjunct software suite:
0 g 2000— Solution enabled through the
9 | addition of servers and software
g 0— to TDM or IP infrastructures
wn - (Genesys, Altitude, Apropos,
QQ Q\/ Qq’ Q’ Q )q’ QQO’ Q\,Q Aspect, Concerto, Cosmocom,
q,Q ,1/0 q,Q ,.19 S q,Q,\ o)) o)) Interactive Intelligence,
,190 ,)90 Rockwell)

Yy IP Wi WM Pureplay IP @Adjunct Software Suite OTraditional TDM -aditional TDM

Source: Gartner (2003), "Software Suites Will Dominate Europe’s Call Center Market”, 11 June.
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Globally, spending on IP technology will overtake
TDM by 2008 as contact centers are lured by

Figure 2: Global TDM and IP ACD spending, 2003 — 2008
B TDM ACD W IP ACD

. 2,000 -

£

pid

@ 1,500 -

=

2

£ 1,000 -

5

m 500 -

0 -
2003 2004 2005 2006 2007 2008

Source: Datamonitor DATAMONITOR

* Source: Datamonitor (2004), "Pure-IP vs. Hybrid-IP in the Contact Center — Perspective into the two different approaches”, August.
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Deloitte claims that, in addition to substantial cost savings,

VolP has even more potential to improve productivity and

transform the way people work.

VoIP benefits*
- Reduced cost of managing a separate
telecom infrastructure.

Reduced architectural complexity
(decrease in communication nodes)

Replace mix-and-match telecom
systems with a consistent and
standardized data infrastructure.
Improve telecom reporting due
standardization.

Reduce cost of telecom
organization.

Reduce cost of adds/moves.
Improve employee productivity.
Reduce cost of internal and external
calls.

Page 13

The transformational impact of

VoIP in Contact Centers*
VoIP allows a fundamental change to the way call

centers are designed and operated. It enables

fully dynamic, distributed operations, based on
multiple modes of communication, not just voice.

For cost reasons, such an approach is simply
infeasible using switched telephony.

With VoIP, a call center can provide seamless
switching of calls between agents and supervisors
located in different buildings. During periods of
peak demand, overflow can be routed to home-
based workers on-the-fly. Some calls could even
be routed to a company’s offices during off-peak
periods (for instance, a bank branch during a slow
part of the afternoon), improving worker
utilization and productivity.

© All rights reserved. Wicom Communications Ltd. 2004. WWW .WICOM.COM

* Source: Deloitte (2004), "Getting off the ground — Why the move to VoIP is a decision for all CXOs”.
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Datamonitor suggests that VolP will provide the

greatest strategic benefits in the IP contact
centers

Primary darivers ror oSt redauction

VoIP contact centers - Toll costs
- Network and equipment costs

- Administration costs
' - Agent costs
Customer Customer service improvement

miﬂ;-tﬂn ~ service - IP network has several added advantages:
improvement easier multimedia routing and queuing, multi-
IP contact center channel integration, remote agent
investment deployment, and multi-site virtualization.

Globalization of contact centers

- Having an IP infrastructure provides for
quicker and more cost effective contact center

Globalization expansion due to the reduced number of

of contact centers devices required on premise.

Source: Datamonitor (2004), "Pure-IP vs. Hybrid-IP in the Contact Center — Perspective into the two different approaches”, August.
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According to Datamonitor, ultimately all contact

centers
will be pure-|P

Hybrid-IP contact
center

Higher CTI costs

Added integration efforts
and investment for multi-
site deployment

Multi-channel means
multi-platform

Management and
reporting complexity
Incomplete IP-
enablement

S

Pure-IP contact center

Bypassing the need for
CTI

Simplified channel
integration and improved
customer service

Distributed multi-site
routing

Lower TCO
Centralized management

Greater redundancy and
disaster recovery support

Source: Datamonitor (2004), "Pure-IP vs. Hybrid-IP in the Contact Center — Perspective into the two different approaches”, August.

Page 15

© All rights reserved. Wicom Communications Ltd. 2004. WWW .WICOM.COM

W oicom




Due to lack of end-user awareness of pure-IP

technology, many misconceptions have surfaced
in the past vears

A common misconception about pure-IP contact centers is their lack of reliability. Is a
contact center putting all its eggs in one basket by going pure-IP? The answer is no. In
Reliability the last couple years, service providers of packet-switched data communications services
[1dVE dl€d OU d opu dNd redundann flife ) 1€ [1d Qdd DO (E fallein ClIadDIC
service.

Another broad misconception has been of poor voice quality in a pure-IP environment.
Contact centers utilizin ure-IP technolo have reported excellent voice qualit
Voice quality comparable to TDM service, when implemented within a QoS supported IP network. For
the enterprise, pure-IP comes in the form of a managed corporate network, not the
public Internet, which still remains questionable for voice traffic

In the past, due to the immaturity of VoIP, scalability was an issue for IP contact
Scalability centers. With pure-IP, contact centers are able to quickly and efficiently scale up or

down as needed on a site-by-site basis.

For those contact centers that have already made the considerable sized investment into
a TDM infrastructure, the decision to go with a pure-IP strategy is often regarded as
investment abandonment. However, pure-IP does not mean scrapping legacy circuit
Investment switched products, but rather translates to forming a migration path that ensures the
abandonment leveraging of existing infrastructure with gradual change to a pure-IP network. This
misconception clearly supports the hybrid-IP approach as the right migration path to IP,
however, many contact centers will find that introducing a hybrid-IP approach will in fact
lead to a longer migration to IP and at a greater expense for the contact center.

Source: Datamonitor (2004), "Pure-IP vs. Hybrid-IP in the Contact Center — Perspective into the two different approaches”, August.



You must have an idea how to do things better !

Remenber the silos? How to overcome this
challenge in real life?
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The system architecture of Wicom CSS enables smooth

and risk free migration from TDM to all-IP business
communications

Key elements S s P pBX h c one
- SPS: mobile client mart Phon phone ommunication
=2 MOoDIe Cient Suite (SPS) Desktop (CDT)

- CDT: PC browser client
=) L] o [I&°
O =
- |

- CSS: server /platform
LAN —e

End users can choose the
terminal best matching
his/her needs.

PRI

Intelligent routing of all
contacts; fixed and Wicom Servers
mobile voice, e-mail, fax, VoIP Contact center
SMS, web contacts, etc. = /0 Mobile PBX

gateway Number management,

° single number concept
Presence and other
value added services

- PRI &= for nobile phones
Web Services interface
to other IT systems

Mobile
network

Phone numbers

Service center or

Data traffic customer premises
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Virtual service architecture

GSM, GPRS,
EDGE, UMTS ...

All services can be
offered as a service
by ASP

~

IP Communications Center

IP backbone
network

Wicom CSS

Internet
/1P
network

Remote @
access
Help Desk
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Wicom E nterprise Availability

- Device presence is justone piece of availability

L/(@ @“/@D L)

Device Presence
m - Phone
- Messenger
- Video Info Systems

Service Pools
PRS Directories

- Availability Profiles
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IP communities based on Wicom CSS technology

Regional operator or
a service provider

Regional operator or Nordics
a service provider

@7 North America
Fedaratinn Datacenter E—
Federation
tacenter :nrlnl-al-h\n

Federation

Federation

Global / Regional
IP data network

Regional operator or
a service provider
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Integration & S ecurity

Voice is an application among other IT
applications !!!
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Voice is not separate communications method, instead of

PBX, utilize communication platform

Call
S o
E-mail
7)) (SPS Interface)
[0}
el o | O
Web = g
L 8]
e g © | 3
Fax
S o
SMS S
F OIl = Online Integration Interface
B R TMI Task Management Interface
I RDI = Reporting Data Interface

DAI Directory and Availability Interface
WDS = Wicom Directory Synchronizer tool
FB = Federation Bridge

(SIP and H323 VoIP protocol bridge)
SRI = Speech Recognition Interface
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Fluent embedding would not be possible without

VolP

Wicom client core embedding with SAP CRM with MS Outlook

3 Interaction Center WebClient - Microsoft Internet Explorer o] |
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How customers have utilized these?

Tangible business benefits achieved!
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The ultimate customer value is created by

focusing on improving the performance of people

Distribution of operational costs in communication related business
process execution

People, process, planning and other

-700 Wicom improves the
LABOR RELATED COSTS 60-70%

performance of people

Traffic, connectivity and other | 20-30% Typical telecom vendors
TRANSMISSION RELATED COSTS focus on infrastructure and

10-20% transmission costs

Infrastructure, maintenance and other
SYSTEM RELATED COSTS
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Luottokunta implemented a fully redundant

customer service and telephony system for the
entire staff

The solution Business benefits

Ensures the continuity of m
. customer service even in
Covers the entire critical situations Telepho Telepho

staff of 200 people ne ne
pe€op Enables contact center exchang - ORI exchang

resources to be allocated e e
more efficiently ) Data center 1 Data center 2

0 24 h Allows customer service g %

pen ours every professionals to focus on Gatewa T — Gatewa

day of the year customers instead of Wicom e—| Y \Wico
managing the phone servers o Ge LAN i m
system serve
Integrates seamlessly

A fully redundant with other systems while I@%’—\/—‘@]

system improving service

Corporate LAN

reliability and simplifying
reporting, work shift
planning, and service

Integrated with delivery e ]
' = <=
Luottokunta's other Customer premise Customer premise

IT systems 1 2
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End to End Solution

BT Voic

—]—J\-—-’

e Netz

One virtual call center 7N
- ey~ iy

- 12 call center locations JJJfS'ffJJiJ-eS')
- 14 data center locations

- 5 million call-minutes per month

- 2100 voice lines

Over 31.000 calls

within an hour

Site FFH

ite M

S
T — Call volumes 27.9.2005 O
[~
35000 (¢ )
(@)
" d.IPSDEJO P 3000 30000
q edia Gateways i .
Sikom IVR Y Media Gateways Sikom IVR
Server Server 25000
L7 87| & & .
15000
SQL Cluster SQL Cluster| SQL Cluster SQL Cluster
Server 01 Server 02 | Server 01  Server 02
10000
Wicom Applikations Wicom Applikations
Server Server 5000
B _m U H
ol 1 [ 2] 3] 4] s 6] 7] 8] o 10[ 1] 12] 13] 14] 15[ 16] 17 18] 19] 20] 21 ] 22] 23
Router Router [ caisout| 794 335 | 187 137 108| 140| 268| 665 | 1495| 2533] 3501| 4008| 4066| 4210| 3981| 3901 4025| 4375| 4s68| 5544| 1061q 7679| 3281 1761
Firewall Firewall |Bcaisin [ 806 334] 184 136] 110] 147] 369 | 827 [ 2887[ 4045] 5511] 6319] 7388] 7550| 8264] 9678[ 11139 13434 13917 14301 20691 14769 4909| 2435

(avg. 8,7 calls/s)

MPLS /

Glitersloh

Prem?2

o a 1 i, L
T remere ramoUrg T
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Netzwerk

MRLS

\

Peaks with more than 520 Calls / min

CC Standorte
CC Standorte

31 000 calls / hour 8,7 Calls / sec

)

W oicom



S anoma Magazines utilizes effectively W icom

shladizaed managementy *h di

Characteristics

Hosted solution,
centrally
administrated

3 locations handling
own customer
enquiries

>10 locations for
outsourced outbound
contact center

operations
Redundant Data Centers

Inbound CC

Inbound & Outbound CC
Outsourcer Outbound CC
Control & Management

Monitoring,
reporting and
managerial control

OX NON N

from any location
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VR -Group’s* virtual customer service team of 150

agents delivers centralized service from 15 ticket
calac nfficeg

Characteristics

iH
i

Hosted solution E
centrally managed and =
administrated in Helsinki

HEHETE

Virtual team responsible
for customers calling the
national service

Existing resources at 15
ticket sales offices and
customer service center

Vaasa

Seinajoki
[

Pori Tampere Laht
ori ® ® i

Self directed team adjusts ° -
dynamically to peak hours Turku @ Pieksamaki
o o Riihimaki

Customers m& }{ g Helsinki

* VR-Group = Finnish Railways

Data center

Customer service center

Ticket sales office with agents

CCee

Supervision and business mgmt
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Using a distributed Wicom IP Contact Center solution, VR -

Group® cut labor cost dramatically while increasing call
response rates

Labor cost savings Call response rates
Share of total annual cost, percent Share of calls answered, percent
90+%

100% 66% Key drivers of savings 84%

- Target
Exploiting empty
time between trains
at remote stations
Shorter response 50%
times due to

349% unproyled routln-g
Exploiting real time
monitoring for
capacity
adjustments
Original  Agent  Costlevel Original ~ Two Three
agent labor with call center months months
labor cost Wicom response after after
costlevel savings solution rate Wicom  Wicom
deploy- deploy-
ment ment

* VR-Group = Finnish Railways
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The Quality !

“Standard” quality is not enough with VoIP
solutions. Without software building
processes there is no way to grow fast!
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S oftware development process enabling agility

18 months LRP

A
Ve I
Min 12 months
A
[ A
”GREY” development: "ORA ”
(min 6 months) Adoptation, testing, and O NGE
-Definition documentation of the cutrent E1..E5
-Architecture o
Design features to a new platform. 6.0 core developme nt
-Implementation ”G RE E N”
-Testing
N E1...E5
4 5.0 core development
"BLUE” ) - OPMET

E1..E5
4.0 core development
FP program
"""" r=' (max. 6-8 weeks and
10-20 requirements)
p M T p] -Definition
.9' T ;s CD -Design
NO customization N C = o :I{:}F:g%e ntation
development: ¢ ¢
P < FPs a ini ig. the
. later includes earlier "WHITE” development: After
Accelerated Strategic Features releases. Further the FPs release of the new core version
List (ASFL): Customer based contains bug fixes and can only SPs (collections of HotFixes)
requirements are sold as a timeslot  be delivered to old FP track will mowe to the next
in the FP or CORE program. customers as SPs. => version.
Sened only by "RIFO” principle Features are unarmed as
(Revenue In Feature Out) default.
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How to get your message through?

Focus + PR'!
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Focus on partners, attention with PR

Wicom marketing activities 2001-2005

= = =+ Advertising

Brand improvement and control

70,00 %

Competitor and market

60,00 % )( intelligence
/ &\ Direct marketing
50,00 % Exhibitions / PR E-marketing and marketing tools
conferences

40,00 % / / Exhibitions and conferences
30,00 % -

Materials \/\
20,00 % “ *

10,00 %

Marketing collaterals

People and process

Sales promotion and PR

0,
0,00 % Customer

satisfaction
surveys and
training
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If your message is strong enough you can change
the world

./

Wicom have been telling this message to
analysts for 5 years. Piece by piece they
have adopted it !!
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telephony through the rest of this decade.

Market overview according to Gartner Magic

Quadrant for C orporate Telephony in North
America 2006

Enterprises should be consolidating their telephony to a common supplier, consistent with programs
for e-mail, enterprise resource planning (ERP), customer relationship management and other business
application software. An organization should focus on a telephony supplier that can support all of its
geographic locations directly or through a network of systems integrators and value-added resellers.

Consolidation demands greater scalability among suppliers in telephony applications for defined as well
as active users. Organizations should favor platforms that can scale to meet the needs of all
business users through a single management interface for lower total cost of ownership.

With mobility on the increase in business, companies should favor solutions that tightly integrate the
needs of wireline and wireless users for voice. While wireless operators could be expected to offer
attractive solutions from the network, enterprise players that have the capability to meet mobile
employee requirements should be considered.

The integration of business processes with communications has traditionally been a niche
application for customer services and call center environments. As communications-enabled
business processes become more relevant, companies should favor solutions that support open
standards and integration through Web services.

Telephony is the most basic communications tool. However, with greater adoption of collaboration and
integration with business processes, it becomes more of a strategic asset. Companies need to examine
new models for providing telephony services to some or all of the enterprise, including managed
services and outsourcing.
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Questions ?

What do you think?
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THANK YOU FOR YOUR INTEREST !

Wicom Communications Ltd.

Jouni Purontaus
Tel: +358 9 52577 121

Fax: +358 10 525 7721
l Jouni.Purontaus@wicom.com

MORE INFORMATION

Please contactyour local Wicom sales representative, authorized Wicom partner or visitus at

Wwww.wicom.com.
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