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Forget old, simplistic notions of how telephony and unified communi-
cations (UC) technologies should be used. Join what Alcatel Lucent
calls “the conversation.”

By extending UC over time and across channels with Alcatel Lucent SIP
(Session Initiation Protocol) solutions, enterprises can create and
nurture business-centric communities of innovation that engage in
collaborative conversations and continuously drive value to partners,
customers, and employees alike. In a recent study, 84 percent of
respondents who have deployed collaborative conversation solutions
say they are more “engaged” at work. And 74 percent of employees
who have not yet implemented such solutions believe they will achieve
new levels of engagement by using them.!

Our solutions:

e Deliver a unified rich experience across a broad range of devices to
improve employee productivity and engagement

e Seamlessly extend the conversation across media to enrich interac-
tions between employees, partners, and customers

e Enable collaboration by creating a community that extends beyond
the traditional enterprise by tapping into social networks and
integrating email, IM, video, audio, and application-sharing into the
conversation

¢ Place conversations into context using presence and history to
maximize efficiency and productivity

e Spontaneously build expertise by bringing together ad hoc groups

of knowledge workers as the business needs them
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Keep the Conversation Moving Forward

Everyone has been there. You are talking to a customer,
fellow employee, or colleague at a partner organization. But
then the conversation gets interrupted—your coworker has
another meeting to run to or the customer’s cell phone
rings—and you have trouble picking up the pieces when
you're finally all back on the phone two hours later. The
customer gets frustrated. Your productivity declines. The
business loses value.

What if....? Although you begin interacting with a customer
or colleague by texting on a mobile phone while walking to
the garage, you use “nomadic mode” to select your preferred
device and seamlessly switch to a voice conversation while
driving. After getting to the office, it's simple to switch the
conversation over to a smart desk phone / tablet to escalate
the customer request and add subject matter experts to the
call. At the request of a supervisor, you use a “presence
awareness” function to determine if participants in the
conversation have video capabilities so she can demo the
latest product features using a visual media. When a subject
matter expert wants to illustrate a key point, the conversation
gets switched to an interactive white board so he can draw
diagrams. Even if the conversation gets interrupted, all the
original participants in it—as well as any new members—
don’t lose any ground because everything has been recorded
and saved, and can be easily reviewed and shared before the
conversation reconvenes.

Benefits: The conversation continues without interruption
with seamless connections across multiple devices. Employee
productivity increases, because the context of the conversa-
tion never gets lost. The business keeps costs minimized,
because downtime is reduced. And since issues are resolved
much more swiftly and effectively, customer satisfaction
increases.

Alcatel Lucent solutions used: Mobile unified communications
(My IC mobile for BlackBerry), smart desk phones (My IC
phone), tablet, interactive whiteboard, visual conversation
solutions, nomadic mode.
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Collaborate Creatively Across Multiple
Geographies and Time Zones

Your architectural firm has been hired by an overseas retail
client to design an urban commercial storefront. In addition to
the brand’s own global standards that dictate the building’s
general look and feel, unique environmental issues for this
particular site mandate that you collaborate closely with

the building contractor, the retailer, and local government
agencies. Finally, you have to work closely with a large number
of creative stakeholders located at multiple sites around the
globe who need to sign off at major project milestones.
Because the retailer is under pressure to complete this project
on time and within budget—you are precluded from flying
stakeholders to the site to collaborate in person.

What if...? You shoot high-definition video from your visits

to the building site and integrate it into your IM and email
conversations with the overseas client. As the project
progresses, you continually adds contextual elements such as
schematics and drawings; photographs of materials you plan
to use; documents describing environmental impact studies or
tests; and fax communications you've had with regulatory
bodies. As the project advances, this on-going conversation
continues to be enriched and annotated as creative members
of the team contribute according to their designated roles.

Benefits: Collaboration accelerates the creative discussion
without forcing stakeholders to travel to the building site,
saving both time and money. Because of the strong visual
element that the high-definition video brings to the conversa-
tion, you improve your ability to communicate your vision to
the retailer client. At the same time, the client can use this rich,
multifaceted, and complete record of the conversation to
follow the project closely and ensure the final building will
meet its needs as constructed.

Alcatel Lucent solutions used: Immersive HD video, contextual
information, intelligent workload distribution
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Notify Hearing-Impaired Workers
of Emergency Situations

Your company has several hearing-impaired employees on
staff. Management is concerned that the usual sirens / audio
announcements that are traditionally used to notify workers
of emergencies will not get these employees to safety in
dangerous situations.

What if...? In case of an emergency, the smart desk phone
simultaneously broadcasts a security announcement and
displays instructions detailing what employees should do
along with an interactive map that safely evacuates them
from the building.

Benefits: Employees are provided with critical emergency
information multiple ways. At the same time, the company
can quickly modify evacuation instructions based on the
unique circumstances of an event—for example, if a fire
has blocked an exit, employees can be given instructions to
leave the building by other doors.

Alcatel Lucent solutions used: Smart desk phone (My IC
phone) and safe campus integration.
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Gather an Ad Hoc Team of Experts
to Resolve Customer calls

Improving first-call resolution rates is a top priority at your
customer service organization. To achieve this, your customer
service representatives need to be able to quickly escalate
more difficult queries and transfer them to the right experts
while still on the first call. These experts then need to get up
to speed on customer issues very quickly without forcing
customers to repeat basic information such as their names,
addresses, and order numbers when calls are transferred.

What if...? You're on a call with a customer unhappy about a
product. Because of the complex nature of the question, you
need help from an expert in that particular department. You
search through a community of knowledge workers to find
one with the right skills, and send her rich contextual informa-
tion about your interaction with the customer that includes
screen shots, text notes on the conversation thus far, details of
the customer’s purchases, and even video that documents the
particular features the customer is having trouble with. All
this information is displayed on the expert’s smart desk phone
screen before she even gets involved in the interaction.

Benefits: The customer’s issues get seamlessly escalated to an
expert with the specific knowledge and skills required to solve
them. Not only is the customer satisfied—Ileading to higher
retention rates—but employee productivity and job satisfac-
tion increases as well, reducing worker turnover and overall
business operating costs.

Alcatel-Lucent solutions used: UC Connect, My IC phone
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We have them, day in and day out. And now, thanks to
Alcatel Lucent, your business conversations travel across
time, geographies, devices, and channels. So you start
with a telephone chat. Why limit it? Bring in other
colleagues. Switch to a more visual media, like video.
And never lose context—even if you're interrupted—
because the history of the conversation stays intact, for
you to review or share with others.

Business Collaborative Conversation Scenarios 9



www.alcatel-lucent.com Alcatel, Lucent, Alcatel-Lucent, theAlcatel-Lucentlogo, IPTouch,
OmniSwitch and OmniVista are trademarks of Alcatel-Lucent. All other trademarks are the property of
their respective owners. The information presented is subject to change without notice. Alcatel-Lucent
assumes no responsibility for inaccuracies contained herein. Copyright © 2011 Alcatel-Lucent. All rights
reserved.

Alcatel-Lucent
Enterprise



