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Self Service Management &

Administration
[=g

Avaya Flare™

Workforce
Optimization User Experience
RIRMEAL AR5

‘.‘Customer Service

EF RS

Expert X 7
Assist EXpert "
EHREBY Assist Expert
EHRIBBY Assist
TRER

Business Applications
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Session
Manager

. Presence

Avaya Aura™
System Manager

BAE 3rd Party CS 1000 Communication Avaya one-X®

PBX /ACD Manager
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Persistent Consumer Conference

& Reply | [» Playback | [Z] Aschive ] Mute | EF S

EDavid rJacky here’s my car pics..

.Jack'_-.-‘ Jur claims agent, Simon Yvest, has
?\

1 contacted the towing company and advised
to deliver your car to Derts R Us on...

S tomstow: your car has landed safe...
l 1 http:ffromstowing.com/hank /30029687
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Inbound Enterprise Contact Center
Contact

Social

Media
Gateway Automated Contact

Processing Routing

Managed
Agents &
Experts
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| supported CJ’s Charity Walk Week *ETEE\'L@ W gﬁﬂ«l?ﬂ‘z@]ﬁi ; J:77_
*AR

http://www.charity.org #CJ

ClJet airlines swings to $161M loss in third
quarter —bizjournals.comhttp://bit.ly/20UCRV

30% FoKk

CJet voters, don't let a golden opportunity pass 70% %I] J/J-_\ﬂ_liﬁ%
us by CJet County Independent Dear reader,

are you one who.. http://bit.ly/3gWX2

If CJet could just play nice & bump me to a
later flight this would just uncomplicate things.

EBKRKNT0%H , B2%EES
FEAL T8

No joy on 2 CJet flights. Back through security
again to mothership

5 - 30,000 X IBR# 2 M 7ER THI70,000R #5
F—— 1,400 5 125 A7 B AL 22
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CJet Customer
facebook Search Posts Problem on
Facebook Wall

Clet Airlines

Wwall Info Photos Discussions

Write something...

Users who “like” Attach: €] o | Share |
CJet page can post

to Wa” ﬂ Dave AcmeAcme Cjet lost my bag again! This has been a
By problem with all my Clet flights. Today | was on a direct flight
aelte. 2nd they lost my bag. How does that happen? Not sure if | will ever fly
Clet again.
7 minutes ago - Comment - Like

Filters

Patrick Parker | called CJet and they gave me a $450 nonstop airfare to
Rio even though their promotion had run out yesterday. Normally, it
would have been about $200 more. Nice.

September 15 at 2:31pm - Comment - Like - Flag

g1 Reinhard Klemm likes this.

Patrick Write a comment...
Parker

- - Reinhard Klemm Rio de Janeiro with Clet cost me only $450. A real
11 People Like This steal. With AA, it would have been close to $700.

September 15 at 2:15pm - Comment - Like - Flag

&1 Patrick Parker and 2 others like this.

Patrick Khemarj Ant Patrick Parker | can't find that airfare. Will you have a stopower
Parker Dhondge Theodor somewhere? And have you flown Clet before?
September 15 at 2:20pm - Like - Flag

- -

© 2010 Avaya Inc. All rights reserved. 10




@ ~ agent5522012 (5522012) Ready =- 3¢ ? e

Working: EM_SC Prermiurm
21 @avaya. cjet.com EM_SC_Premiurm 00:00:5288 el SR - 157=1s |

Routing Values
gy L W L B (Premium — English)

L]

: S | EM T |
I n C o m I n g From; 1000010621 20621 (favaya. cjst. com Liate:
FaC e b O O k P O St ________________ Ton alrmgee @tburon dr.avaya. com

Work Item | -

Subject: |5C - PREMILIM
Original Skillzet 9 | Subject

Farmat: iHTML | =

CJet Airlines - User Pg

& EM_SC_Premium
& EM_SC_FB_EN SC - FB - Englizh - servi
& EM_SC_FB_EN [ FB - Englizh - servi

=y LICE EM SC-FB - fr- MULTI_LIF s
>

SC - PREMIUM

User Social

Context
Details and Location
CUStomer Dave Acmedicme - cjet lost my bag again this has IS o ]

H|St0ry + ID: 2444 T cjet flights today i was on a direct flight and they lost my hag
e not sure if i will ever fly cjet again

o Customer ||| WPBEdJoct 13 at 11:23 AM - Comments: 0 - Likes: 0
Text Analysis gl

Su mm ary i English - PREMIUM/airline
ptlelevance(21/100) Emotion(})

>

that happen

User Analysis

Facehaak Context
MName: Dave Acmebcme Gender: male Language: en

FR115905963451R3R62 19RRT1A910R0TRLS b

Reply Reply Al Tranzfer ][ Finizh ]

© 2010 Avaya Inc. All rights reserved. 11



Customer Post

ﬁ} T Cj = .-; * Page = Safg Aols - @Iv

Agent Response,
stored for tracking

Dave AcmeAcme - cjet lost my bag again this has been a pry
all my cjet flights today i was on a direct flight and they lo

¥ bag how
does that happen not sure if i will ever fly cjet again

Response

GJorry for your troubles. We found your bhag and will bhe delivering it
to wywour house today, with a 200 travel woucher. Enjoy!

Feplhy |

© 2010 Avaya Inc. All rights reserved. 12



Customer Post

facebook Search Home  Pro

CJet Airlines

wall info Photos Discussions

C:-JET \
AIRLINES

Write something...

Attach: ﬂl il m

Filters

ﬁ Dave AcmeAcme Cjet lost my bag again! This has been a
ey problem with all my Clet flights. Today | was on a direct flight

Agent Response
and they lost my bag. How does that happen? Mot sure if | will ever fly
from CJet account Sty

Clet Airlines provides cost 18 minutes ago - Comment - Like - Flag
effective global travel solutions.
E Clet Airlines Sorry for your troubles. We found your bag and will
_-‘J be delivering it to your house today, with a 3200 travel voucher.
Enjoy!
9 seconds ago - Like - Flag

1 Friend Likes This

Write a comment...

Patrick
Parker

Patrick Parker | called CJet and they gave me a $450 nonstop airfare to
Rio even though their promotion had run out yesterday. Normally, it

% would have been about £200 more. Nice.

11 People Like This September 15 at 2:31pm - Comment - Like - Flag

£ Reinhard Klemm likes this.
EL Write a comment...

© 2010 Avaya Inc. All rights reserved. 13
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i you boday Peter?

Cheanve mtopic My Lot punbas

Whan ke onpaarraind?

i you KN Vi Dpemad 3 mew S101E Near Y. e

HOme

Peter, did you know that adding an HDMI cable to
your new Adora HDTV can greatly improve your
HDTV picture quality? Click herein the next 60
minutes to receive 3 off our already low-priced
HDMI cables!

NZES :J.IST“.I‘JEHL'L':‘\I\E:.'TI’.\'il A0k
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Install the Social Media application and connect with
agents by simply clicking a link in their profiles

ra Comp g usorms Spport

Adora

FEf&-Agents

NENEE canca|
Thianks Palee, & oustormes senioe e wil Beien 10 pour

Easily respond to customer inquiries,
Ml A G5 DA T T enabled with invaluable information
R b B et R & )

and context from user profile

Tech support, Paule: Peter, nige talking o you
e i LB Lol thhat | promisied yoni—

D limk:
vy -for mrocie| i

Corvemaant Like Thane

B 15

W

W¥PSEFEREMNCES | CUSTCMERCOMMECTION  ACORA ELUE | —

©

Proprietarv and Confidential
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Customer Video
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Video Self Service
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Customer Connect Mobile 2.5. Builds on 2.0 with
an embedded SIP endpoint in the application.
Allows SIP calls over 4G/3G/EDGE and visual

data exchange with seamless dialog handoff Communication
between content server and agent Manager
Callback GSM/3G
VOiCE Callback

Avaya Voice Portal

~y

GSM/3G
Bi-directiona Data

calls to

Aura Session
Manager

Inbound

e e e e ————————
~~,

!
-

extend with dialog of visual

component. SIP [ mmam Miwsin | mw o amo SEmEe

provide —
dynamic SS : % SIP or
experience ' .
P i Application Server: H.323
In 2.5, DD scripts _ _ i Multi-modal DD scripts ¢ R Apes -
include multi-modal Users can start with SS using ; (Customer Connect fo: xm *:M : _L“"“*.'“
voice and data app or voice call over SIP and : Mobile + Callback) ::‘__m Eo— L —

content. They will still have an

tall : \
fn(irengegﬂgz v?itﬁv,x\sura option for a callback. N Avaya Aura Agent
Named and ML Desktop L
Sequenced e e e e
Applications. (S|P or H323)

© 2010 Avaya Inc. All rights reserved. 17
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usiness Communications Solutions from Avaya - Mozilla Firefox

File Edit Wiew History Bookmarks Tools  Help
6 b c P L N '|j http: /195,152, 240,36/ website/public fthincallfavava_embedfavaya, htm

@I Most Wisited ’ Gekting Started |j Microsoft Outlook We... 5 Latest Headlines ﬂ Customize Links |j Free Hotmail |j windows Marketplace |j Windows Media |j windaws

| |j Business Communications Solutions .

Search 4

AVAYA Solutions FProducts Support Community About Us

Unified Communications

See how to keep workers productive and
accessible, wherever they are.

Live Video Chat

Information for
Partners

Developers

Federal Government
Mortel Enterprise Solutions
Employees

Unified
Communications

<

Contact ‘ 4 Small
Centers ! Business

Blog | OF Aug 2009 Three Digits to Help

Mewes | 200Jul 2009 Ayvaya Announces Agreements to Purchase
Mortel's Enterprize Solutions Business

Find a Partner | Contacts | Careers | Resource Library | Site Map Terms of Use | Privacy Statement @ 2009 Avaya Inec.

Daone
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Ilcrane. resear

avavalabs.com) e Google

G- &

i Favorites | (& nwaya Customer Connections Web Solution - Videa D, | |

AVAyA Customer Connections Web - Video Client Demo

Welcome To Avaya Customer Center

Guest Mame

AVAVA Research .71

Sign In

Customer Identification

e L L
r——

2
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avavalabs,com)f

5.7 Favarites : i€ #vvaya Customer Connections Web Solution - Video D... |

Bt

AVAyA Customer Connections Web - Video Client Demo

Avaya Customer Care

Waiting for remote video

Click on "Mext" to test the Microphone or Carmera faor
use in this call or to choose a different audio or video
= dewvice,

A security box may be displayed in the next screen.

SR R Quick Multimedia Check

to the Microphone and Carmeara.

Ll
e L
PR

[

© 2010 Avaya Inc
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.awavalabs,comf

57 Favorites | #& Avaya Customer Connections Web Solution - Yidea D,

AVAyA Customer Connections Web - Video Client Demo

Avaya Customer Care

Waiting for remote video

Microphone and
Camera Check

Carnera

[ Logitech QuickCam Pro 901 | v J

Microphone

[ Logitech Mic (Pro 9000) v J

© 2010 Avaya Inc. All rights reserved. 21
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avayalabs,com/fla

57 Favorites | (€& Avaya Customer Connections Web Solution - Yideo D... | |

AVAYA Customer Connections Web - Video Client Demo © 2010 Avaya Inc

Avaya Customer Care Waiting for agent...

Please say the
following phrase:

“TWO SIX NINE THREE” Optional

Speaker Verification
Via Avaya VoicePortal

© 2010 Avaya Inc. All rights reserved.
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avayalabs,com/fla

57 Favorites | (€& pwvaya Customer Connections Web Solution - ¥idso D... | |

AVAYA Customer Connections Web - Video Client Demo © 2010 Avaya Inc. 2

Avaya Customer Care Waiting for agent...

Customer
receives Flash/SIP

video wait treatment.

© 2010 Avaya Inc. All rights reserved. 23



Avaya Customer Connections Web Solution - Video Demo - Windows Internet Explorer

Go- e

5. Favorites = i - i @ Patent Database Search Res... | @Avaya Customer Conneck, .. 3 | |

[lerane.research, avayalabs,com/flashiwebpages_show/acowebfvideo, html

>

AVAyA Customer Connections Web - Video Client Demo © 2010 Avaya Inc

Awvaya Customer Care Connected

Customer and

agent converse.

Tl

| e 8 B

2 1 | &l
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{= Avaya Customer Connections Web Solution - Video Demo - Windows Internet Explorer

=R | htbpeffcrane research, avavalabs.com/flashwebpages_show/accwebviden, hkml
L

f;? Favorites | @ Avaya Customer Connections Web Solution - Wideo 0., | |

AVAyA Customer Connections Web - Video Client Demo

Connected chat

Awaya Customer Care

x
Agent [5:28pm]: Hella, how riay T help you?
me [3:28pm]: ves, I have questions about your
architacture
ﬂSend ]

Customer

e
s #
e 4 S

© 2010 Avaya Inc
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ﬂ\VAYA Customer Connecticns Web - Video Clisnt Demo N B

vy n Customar Care Tannected Application Shadng

Avaya Customer Connections Web A\fﬂ-}&‘
DMZ Configuration

Chat

Agenk [3:28pm b Halle, how may | help you?
e [3:28pen]s Yas, I heve quastions showt your
s bl

Agent [$:28pm b Lat rma show vou 3 Eagram.
e [ 52 Spen ] ok

i [Scitpan]: that 0 vasy halphul, thanlis

Pukbc Comain

Application Sharing

=l Ema e PR T I ALIARAA . =
I
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