
1

Copyright© 2004 Avaya Inc. All rights reserved

Unified CommunicationsContact CentersIP TelephonyAppliances Services

Converged Communications Services 
for the Mobile Enterprise

4 November 2004
Malmo, Sweden

M-H. Carolyn Nguyen
Strategy & Technology, EMEA

2

Enterprise Imperatives Drive Innovation

• Revenue growth
• Customer service
• Cost reduction
• Employee productivity
• Business continuity

Business Imperatives

• Flexibility
• Ease of use
• User control
• Privacy & security

User Imperatives

• Rapid, flexible deployment
• Security
• Investment protection
• Scale, secure, reliable, manageable

IT Imperatives On campus…

At home…

While roaming…

At desktop …

Converged 
Communications

Converged 
Communications
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Evolution to Converged Communications

Traditional
• Separate voice,   

video & data networks
• VoIP Gateways

Traditional
• Separate voice,   

video & data networks
• VoIP Gateways

Converged
Communications
• Rich multimodal user 

experience
• Dynamic applications
• Comm-Enabled 

Business Processes
• Built on Converged 

Networks

Converged
Communications
• Rich multimodal user 

experience
• Dynamic applications
• Comm-Enabled 

Business Processes
• Built on Converged 

Networks

Converged 
Networks
• Integrated voice, 

video & data 
applications

• Distributed apps over 
either traditional or IP 
infrastructure

• Deploy and leverage 
IP infrastructure

Converged 
Networks
• Integrated voice, 

video & data 
applications

• Distributed apps over 
either traditional or IP 
infrastructure

• Deploy and leverage 
IP infrastructure

Best
Effort

IP 
QoS

Modular SystemsIntegrated Distributed Software 
and Systems

Federated 
Services

• Enterprises evolve at their own pace
• Enterprises will be in multiple phases simultaneously
• Majority are transitioning from Traditional to Converged Networks
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The Conversation Is Changing: 
Communication Is Strategic

Operations and processes 
in real time figure out 

who, where, when, how

Emerging
Integrated, intelligent communications

Anyone, anywhere, 
anytime, any way

The right person, 
in the right place,
at the right time, 
in the right ways
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Communications Transform
a Business Process
Superior Execution for Deeper Customer Relationships

5Customer claim 
resolved; results 

evaluated real-time

3Voicemail or email for agent 
dispatched to scene accessed 

through speech while mobile

4Collaboration 
with experts; 

fast linkage 
people and 
resources 

• 2 hour claim settlement
(vs. industry 5-7 days)

• Increased retention
• Increased referrals
• Lower cost per customer

1 Customer calls 
branch office, agent
unavailable

2 Call 
redirected to 
contact 
center for 
immediate 
assistance
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Reducing Latency in Business Processes
• Mobilizing people in real-time
• Intelligently respond to business events: customer interactions,

emergency, decision making
• Communications can be automated, initiated and terminated by a software 

application, as part of the business solution

Human latency slows processes
Customer Customer

Customer

Traditional Model

New Model

Business 
Applications

Customer-facing 
Systems & People

Customer

Back Office 
e.g. Billing

Communications-Enabled Business

Find, Look Up Number, 
Reach (eventually)

Real-time Conference 
Decision Makers!

Reduced latency
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Multi-Mode 
Devices

Mobility 
Devices

PANs 
Bluetooth 

UWB
WAN

Wireless 
Providers

PDAs

Wireless 
Phones

Notebooks

Enterprise Mobility Environment
Enabling Secured and Reliable Access & Delivery Across Multiple Networks

LAN

Notebooks

Application 
Server 

Resources

Desktops

Applications
for the mobile 
user

IP 
Phones

Gateway

Phones
Gateway 
/server

WLAN

802.11 / 
DECT 

phones

APs

PDAs

Notebooks
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Environment Enablers for Fixed Mobile Convergence
Adoption & Growth Rates Will Vary from Region to Region

Fixed Mobile Fixed Mobile 
ConvergenceConvergence

Deployment 
of 3G/GPRS 
Services

IP Telephony 
Migration

Rate of 
WLAN 
Adoption

Device 
Availability Regulatory 

Policies

Growth of 
Mobile 
Employees



5

9

Summary

• IP Telephony Enables Rich and Flexible Applications
• Converged Communications Enables New Business Models by 

Integrating Communications with
– Enterprise Applications
– Business Processes
– Personal Communications

• Mobility Improves Productivity and Employee Satisfaction

A New Era of Enterprise Effectiveness
People More Productive

Processes More Intelligent 
Customers More Satisfied
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Official Convergence Communication Provider
for the 2002 and 2006 FIFA World Cup™

FIFA Women’s World Cup USA 2003


