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WHITE PAPER

MAKING THE BUSINESS CASE FOR
IP COMMUNICATIONS

This white paper describes the factors to consider in developing a strategic and financial business ca se for Cisco ® IP
Communications solutions. It covers the distinct va lue delivered by Cisco Systems ® for different IP Communications
technologies and deployment scenarios. It also disc usses the measurable, highly attractive financial r eturns and productivity
benefits that businesses have gained from Cisco IP Communications solutions.

Today, business executives understand that IP-tsadetions operating over a converged voice-and-datwork are the best choice to replace
aging telephone systems. But because the expenfdlydmplementing IP Communications (IPC) alsopacts the data network, decision makers
want assurance that their investment will delivea@d and adequate return, with both strategicfarashcial value.

Projections of this value can be made in an intdepd properly focused business case for any pthlif@ deployment. Certainly, cost savings and
related financial measures are still an important pf the decision whether to implement IPC. Hogrethe IPC business case has grown beyond
this foundation analysis of cost savings, and bdybe basic deployment of IP telephony over a cayec network.

Today, any IPC business case should also considdirbad range of financial and strategic improvemehat are enabled by the many available
IPC solutions. These benefits include more effectiommunications, increased user and IT produgtigieater operational resilience, better
customer service, and powerful capabilities togrdée technologies and applications to achievenlessiadvantage (Figure 1).

Figure 1. IP Communications Delivers Increasing Financial and Strategic Value as New Deployments Build upon the Initial
Investment
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IP Communications Investment and Deployment

In a study commissioned by Cisco Systems, the $iage Research surveyed a variety of businessesthleauPC deployments. When asked about
the factors influencing their decisions, 70 peradrthese companies indicated that potential gaimsnployee productivity were important. In
addition, 74 percent stated their belief that IR€Gréased their competitiveness.
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Salire Partners has performed numerous, compldysasaof IP telephony return on investment (ROIdoterprise customers. These analyses
found the average enterprise customer realize@gre8&ent ROI and a 24-month payback. Projectethgadiffered by industry: for example,
public-sector customers saw Centrex charges gaitmary factor of savings, whereas financial segicompanies saw large savings from reduced
use of long-distance services. Across all industtiee largest savings came from maintenance; mades, and changes; and Centrex charges.

Tony Kevin, senior executive partner for SaliretRars, advises, “One important consideration imggiour ROI analysis for IPC is to prepare a
deployment plan to work with before you begin. \dades in which locations or sites you deploy fiest have a dramatic, positive impact in the
ROI results.”

CISCO CUSTOMER ANALYSES SHOW STRONG VALUE

Cisco has created the Cisco Network InvestmentuCatar (NIC), an internal tool to help customerkcalate the potential ROI for an IPC
deployment. The thousands of customer analyseseenitgo the Cisco NIC provide valuable insighbipotential ROI for a broad range of IPC
solutions, customer industries, and deploymentatesn An assessment of a sample containing mare@00 Cisco NIC analyses yielded the
average financial metrics summarized in Table 1.

Table 1.  Average Financial Returns Projected by Cisco NIC Tool for Customer Deployments of Cisco IP Communications Solutions

ROI IRR NPV Break-even (yr) Number of Phones

Vertical Avg .ROI Avg. (%)  Avg. (%) Avg. ($) Avg. % Immediate Avg. Net/Ph/Yr

Period (yrs.)
Education 4.8 41 55 $310,021 2.2 24% 283 $456
Financial Services 4.8 136 99 $288,071 18 28% 273 $357
Government 4.7 85 77 $342,339 1.8 41% 400 $155
Medical 4.8 52 178 $396,333 2.0 41% 371 $232
Professional 4.9 117 131 $222,703 15 35% 275 $546
Services
Retail/CPG 4.8 118 129 $324,189 18 31% 263 $255
Manufacturing
Technology 4.7 148 173 $275,619 17 31% 310 $227
Other Vertical 4.6 65 84 $302,730 19 21% 342 $234
Market Selected
Vertical Market 4.6 140 93 $271,403 17 28% 485 $143
Not Selected
Grand Avg. 4.7 100% 113% $303,712 18 31% 334 $290

The “Grand average” line at the bottom of the tablews the highly attractive potential for finahegturn offered by Cisco IP Communications
solutions. Of particular interest to executivesthefollowing results:

« The average time to payback was less than two yktm® notably, 31 percent of the customers’ areyshowed that payback could be achieved
immediately upon IPC implementation.

« Although the ROI percentage varied substantiallyniystry, all scenarios saw a positive return inithe analysis period, which averaged less
than five years.

« The average number of phones may appear small fecdthe sample set chosen for the analysis. Henvéve ongoing savings that can be
gained per phone, per year points to the valuelatsolutions can bring to whole-enterprise oglarsite deployments of various sizes.

“Having a precise ROI analysis was the primarydaat our securing budget to move forward with eaterprise IP telephony rollout.” —Sandy
Davis, NCR Corporation
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ROI FACTORS TO CONSIDER
In general, business managers look at four majegoaies when calculating potential ROI for an I§@ution:

1. Reduced hardware, software and maintenance costs
2. Reduced network management costs

3. Improved line usage

4. Increased productivity for users and IT staff.

These categories encompass a variety of quanétatid qualitative factors, as described in this@eand illustrated in Figure 2.

Figure 2. Data from Customer Analyses in the Cisco NIC Tool Project that IP Communications Cost Savings Are Distributed Among
Four Primary Areas.
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Reduced Hardware, Software, and Maintenance Costs

Any move to IPC begins the process of convergencenbiotng multiple and separate voice, data, andovid&astructures into a single, IP-based
network. This convergence yields cost savings um foajor areas: network consolidation, desktopngirsystem connections, and annual
maintenance fees. In many cases, these cost redsielie ongoing, contributing to a higher ROI diree.

* Network consolidation and centralized call processing—Enterprises with many independent sites can cafeelivoice and data networks, and
where appropriate, deploy a centralized call-prsiogssystem in a headquarters or regional offités Tonsolidation eliminates the equipment
and maintenance expense of branch-office critigstesns as well as the overlapping equipment, liaed,facilities in separate voice and data
networks. This scenario is particularly appropriateonsider when opening new offices, moving areg¢facility, or trying to reduce
communications expenses within a region or country.

« Desktop wiring costs—Connecting a PC and an IP phone on the same Ethmorteean reduce wiring expense by up to 50 péngendesktop.
Although the per-desk charge can seem small, tiagsacross a facility can be significant. Indtgn IP telephony deployment, Cisco Systems
saved more than US$1.5 million total on wiring sastsix new buildings.
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« System connection expense—Service provider links are commonly used to intareet private branch exchanges (PBXs) and autorraltic
distribution (ACD) and voice messaging systems tonverged IP network, these connections can ble mathe internal network, eliminating
the high monthly expense of T1/E1 and similar eardinks.

« System maintenance and upgrade fees—Many enterprises have disparate networks of standaloice systems that are nearing obsolescence. It
is often difficult to find parts for the system Hamare and phones, and the aggregate fees for thipleupgrade contracts involved can reach
US$100,000 or more. Businesses that use Centreicagiface monthly charges that typically increagh each contract renewal.

Edwards Lifesciences has seen a significant cfstreince between maintaining PBXs and a centralizisdo CallManager system. “The support
for maintaining a PBX can easily be three timesyarly recurring cost for a Cisco CallManager ®us says Ric Lebrecht, vice president of
global technology for Edwards Lifesciences. “ThelR® our European installations was somewhere ar@npercent, with payback within a year
and half. The same was true in Japan.”

Reduced Network Management Costs

An ROI calculation should also include the ongaoéxgenses associated with managing the voice nefwaiataining equipment, administering
user changes, and supporting business growth. G?s€@mmunications solutions can help organizatiedsice network management costs through
several improvements.

« Improved staff productivity—A converged network is simpler to manage, freelrggtime of support staff from routine maintenance a
troubleshooting to projects that deliver more saibigal strategic or operational value. For exampiany Cisco customers in higher education
report productivity improvements in the range oftd@0 percent.

« Option to reduce outsour cing—Because internal staff can work more productivalgompany may choose to perform in house all daicer
network support functions that were previously outsed. Manufacturing company H.B. Fuller has elaiéd outsourcing altogether in
locations where a Cisco IP Telephony system isilest, yielding tens of thousands of dollars inisgs each year.

« Growing networks, stable staffing—With the efficiencies of a converged network an@ IRetwork support staff can manage much larger use
communities with the same number of personnel. Cireo customer, the Ministry of Social Policy iniZealand, was able to support an
additional 2500 users with the same network supgiaft of 10 people.

« Reduced costs for moves, adds, and changes—Although the costs of moves, adds, and changedtgatan vary significantly around the world,
these expenses are estimated to be as much as #S$¥55 each. Cisco IP phones support extensidnilitgphelping organizations reduce this
ongoing cost. For example, a typical enterprisé &R00 employees that performs 2000 moves peratear average cost of US$105 per move
can save more than US$210,000 per year by depl@iszp IP phones.

Improved Line Usage
By making more efficient use of communications din@ converged network also cuts the recurringresgoef service provider charges for
traditional voice services.

« Reduced coststhrough toll bypass—Internal long-distance (toll) calls that were poasly connected over the public switched telephuate/ork
(PSTN) can now be carried over the internal netvednko cost. These savings can be significantdisimesses with high volumes of internal calls
among company locations, especially in areas wifflersive long-distance rates. After Arizona Stateii®)s and Credit Union deployed a Cisco
IP Telephony solution, monthly long-distance chardmpped dramatically, from $11,000 per branclceffo $3500 for the entire company.

» Lower voicecircuit costs—The ability to use the data network to transpoit&draffic has allowed Cisco customers to sigaffity reduce
annual voice circuit costs. By using a Cisco IP @amications solution, companies can eliminate reduat expensive leased lines that
interconnect PBX and voicemail systems. The flexitioice of a centralized or distributed implemgaiaof Cisco CallManager and Cisco
Unity® systems can help network managers make the nfims¢Ref use of network resources while meeting lecenmunications requirements.
It may also be possible to consolidate unused Bhieéls previously assigned to voice to create flilable T1 circuits that can be used as
needed for all types of network traffic.

“By replacing a traditional network and implemegti@isco IP Communications, we realize a returnnmestment of $1.2 million per year,” says
John McGowan, CIO and vice president of IT, Flofiat@rnational University.
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Increased User and IT Productivity
The savings described in the previous sectionalbtbard” costs—quantifiable and easily determin€de savings generated by improvements in
productivity for users and IT staff are “soft” cestless easy to predict.

The Sage Research study found that 86 percenngb@oies using IPC reported that productivity beéadfave grown since initial deployment. For
example, some survey respondents reported avenageavings of 1.6 hours per move for moves, aalad,changes activity and four hours per
week in all communications by each branch-officepkayee.

An estimate of savings generated by productivitgriovements can be made by looking at factors ss¢hase listed in Table 2. Of course, each
business should consider the unique set of prodtyctactors that reflect its goals and operations.

Table 2. Example Factors for Calculating Savings from Improved Productivity (Source: Taken in part from a survey conducted by
Sage Research for Cisco Systems, 2005)

End-User Productivity IT Staff Productivity Organizational Productivity
* Reduced “telephone tag” ¢ Less travel to remote sites ¢ Increased call volumes handled by contact
* Anytime, anywhere access to telephony * Single voice and data network is easier to centers

features for mobile workers manage with fewer support calls ¢ Improved customer satisfaction from better

* More efficient, easier-to-use features for call ¢ Fewer support staff required, even with call handling and responsiveness

handling network growth ¢ Increased agent usage in contact centers
through voice calls, e-mail, and interactive

¢ Unified messaging * Reduced training requirements Web Sessions

¢ Ability to integrate communications with core ¢ Less time managing spare parts

business applications ¢ Selected data and applications presented on

the phone display, especially for employees
with no computer access

Cisco customer SouthTrust Bank consolidated tlepheine and messaging functions used in many bfatsch offices into a centralized
deployment of Cisco CallManager and Cisco Unitytesyss. This centralized design reduced maintenaxpense by requiring fewer technician
visits and substantially fewer spare parts. “Weehadded 150 new branches since 2000, our baselardor evaluating savings from this project,
and our head count has not grown. Because of thjeqt, we have eliminated more than $700,000 muahkey system and PBX maintenance
[costs], and we have reduced our IT staff by threeple.” —Stan Adams, group vice president of ngtwervices, SouthTrust Bank

CHOOSING A PRIMARY VENDOR CAN INCREASE ROI

A study and in-depth interviews conducted by Saggeegrch (commissioned by Cisco) found that impleimg network with a single, primary
vendor gives the customer a substantial opportiaiachieve better ROI than a network built witlstsyns from multiple vendors. A primary
vendor supplies the network equipment, telephostesys, IP phones, and associated applications.

The financial benefit found by this study is contipgl: the network cost of ownership per endpoinaiprimary-vendor network is 26 percent lower
than that of a multivendor network. Savings areagrequally across all areas, including networkadepent and maintenance, network
performance improvements, and benefits for IT amndl esers.

Sage Research also found that organizations tead gggle, primary vendor for IP telephony havd aercent lower network cost of ownership
than those that do not. The interview participamtiicated that these savings come from factors as@0 percent faster moves, adds, and changes
(reported by a manufacturing company), 50 peraess installation time for new sites (cited by arpteeutical company), and US$100,000
savings per year by not hiring additional stafbfra government agency).
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Cisco Systems offers the products, services, stipgehnology expertise, and market leadershiprtiake it a strong choice as a primary vendor.
Cisco customers gain unmatched, comprehensivei@udat-backed by expert services throughout the nétlifecycle—while preserving their
technology investments for the future.

“When you are stepping into new technologies, yaweito rely on someone who fully understands thdéomw else can you ask the right questions?
How else can you ensure that you are going inigte direction? | know if we had not gotten thattheve would have wasted a lot of time and
energy trying to get to where we are today.” —Stegekins, manager of systems and networks, Exergddthcare

THE BUSINESS CASE FOR CISCO IP COMMUNICATIONS SOLUT IONS

Cisco IP Communications solutions help organizatiohall types and sizes take full advantage ofteg IP networks to deliver new voice
services. Whether implemented individually or intmnation, Cisco IP Communications solutions helptemers reap the highest possible
productivity and cost-savings benefits and achaetest, measurable ROI.

Most businesses plan to make a gradual migratmm #&xisting systems to new IPC solutions. Theséogleqents will be made as needed, for
example, to serve a new office, replace an obs&Bd, or take advantage of new applications. Ed¢hese scenarios, and each IPC technology,
has distinct considerations for determining ROI.

Deployment Scenarios
Table 3 shows the most common scenarios that pramptganization to deploy an IPC solution. Alsowh are the major factors influencing the
business case in each scenario.

Table 3. Typical Deployment Scenarios and Business Case Factors for IP Communications

Scenario Business Case Factors

Greenfield A new telephone system is installed to serve a new or relocating facility. This presents the most compelling
business case with the largest number of potential benefits because fewer traditional systems and processes
must be accommodated.

Centrex Replacement The recurring costs of an outsourced service are replaced by an internally owned telephone system.

Multisite Centralized Call Separate systems are replaced within a company or region with centralized call processing that serves multiple

Processing sites. This presents significant potential for reducing costs, consolidating redundant infrastructure, streamlining
support, and standardizing network services.

Single-site PBX and The need to replace aging or obsolete voice infrastructure often begins the migration to IPC. A PBX that has

ACD Replacement reached maximum capacity or a system that is no longer supported by the vendor are typical situations for

considering IPC.

IP Telephony

Cisco IP Telephony solutions are created from aprehensive suite of IP-based hardware and softwaice systems and applications. This suite
of solutions can integrate with existing PBX ang kgstems to help businesses migrate gradually telephony while protecting current
technology investments.

Cisco CallManager is a software-based call-prongssystem that delivers IP telephony on a convengddork. It can replace or interoperate with
traditional PBX and key systems and serve a vadetleployment scenarios. For example, by constitig&ommunications for multiple sites in a
centralized Cisco CallManager, companies can redgagment and line expense, as well as increashuptivity through simpler network
management and fewer requests for user support.

A Cisco product-based IP telephony system enablédHteinz Europe to make moves, adds, and charfigesrBent faster than with a traditional
PBX; decrease call hold time by 87 percent; gdima savings of 10 percent for the nontechnologif sesponsible for managing remote phone
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systems by centralizing phone management; andzecalR5-percent productivity improvement by effeii using IP telephony-enabled voicemail.
(Source: Yankee Group case study, commissionedsnplC

Cisco IP Communications solutions also can be effsttive for standalone small branch offices, afl as those connected to a headquarters site.
The innovative Cisco technology design—placing tetery and messaging functions in the router—makesodR Communications a compelling
replacement for traditional key systems or smalKRBstems.

The Cisco CallManager Express call-processing ssiutins as an optional feature in Cisco f®ftware routers. It can be enabled easily inisc
integrated services routers and multiservice acwegsrs, delivering an all-in-one voice and dataison for small- and medium-sized businesses
and enterprise branch offices. Alternatively, Ci€allManager Express offers an economical, eagiplayed way to conduct a trial of Cisco IP
Communications for up to 240 users at any entesite.

Bloodsource, a California-based blood bank wittatiomal clientele, deployed Cisco CallManager Egpr® upgrade its outdated traditional voice
system and communicate more effectively with stafipd donors, and hospitals. The superior perfagaand reliability of the Cisco CallManager
Express solution, its productivity-enhancing feagjrand the savings in maintenance and suppos goikly justified Bloodsource’s investment.
Subsequently, the organization extended IP telepboganizationwide by upgrading to a Cisco CallMgerasystem. Based on Bloodsource’s
internal ROI calculations, savings would be in ttheusands of dollars each month from the elimimatiblong-distance toll charges for calls to
donors and remote offices.

Customers that grow beyond 240 users per siteabréiguire more advanced IPC features can depteytmalized Cisco CallManager system and
simply upgrade the Cisco CallManager Express softwa the router to Cisco Survivable Remote Sitepheony (SRST) software—at no
additional license charge. With this migration opti Cisco offers customers an investment protedtitategy that contributes to ROI for the overall
IPC solution.

Johnson Inc., a leading Canadian company for pafsesurance and benefit consulting and adminisinahas deployed a centralized Cisco IP
Telephony system to serve 650 employees at itsmpiay contact centers and 43 branches acrossotlngtiy. Cisco SRST software installed in the
local office routers helps ensure continuous tedeghservice in case of disruption in the centratesy. “We were spending a lot of money on
Centrex lines annually,” explains Glen Ryan, manaj@etwork operations. “Already we are recovenngre than CDN$400,000 a year, and we
will save even more in the long run. Whenever wé&eran outbound call, we save on our long-distaatesr” He estimates reaching the payback
point in 18 months on the company’s investmentist@€ IP Communications solutions.

Cisco IP phones enhance employee productivity lyessing the mobility needs of users. Features asi@xtension mobility, the Cisco IP
SoftPhone, and Cisco IP Phone 7920 wireless phuglpseemployees stay connected wherever they wodkelhan 60 percent of companies
participating in the Sage Research study repodeihgs of three or more hours per week for eachilmelrker. These mobility features also free
time for IT staff because, in most cases, no moagds, and changes activity is needed.

By switching to the Cisco IP Phone 7920G, Firstlteaf the Carolinas Hospital has made it easienfedical staff to communicate and saves
maintenance costs of more than US$90 per phongeger Other Cisco hospital customers report thatdwng nurses as little as 150 footsteps per
shift, the recaptured time provides the payback aireless IPC nurse-call system.

Unified Messaging

The Cisco Unity unified communications system davpowerful, integrated messaging (e-mail, vaaee, fax messages sent to one inbox) and
intelligent voice messaging. Like Cisco CallManagke Cisco Unity system has a very flexible deplewnt architecture, reducing the number of
servers an organization must maintain, simplify@dgninistration, and allowing common, automated rapaeds, and changes activity. These
benefits can produce meaningful cost savings aodygativity improvements for a business. In someewiail applications with several thousand
users, Cisco Unity deployments have reduced tla notmber of messaging servers in the network bgeffent.
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With unified messaging applications, the Cisco Ysitstem can accelerate further consolidation kscthe system shares the same directory as
Microsoft Exchange or IBM Lotus Domino. As an addemhefit, subscriber moves, adds, and changestgaan be performed in one place,
eliminating redundant tasks and saving the typioat of US$75 to US$100 per change. User feataues, as the ability to change passwords on a
Website instead of calling the help desk, can redbe costs of technical support and improve usstyztivity and satisfaction. In addition,
eliminating duplicate administration activity anddxup storage for separate voice and e-mail systamsjuickly pay for the entire system.

Unified messaging can also yield notable gainssier and IT staff productivity. Several Cisco custosrhave indicated their employees save up to
one hour per day by accessing all messages inystens A study by the Radicati group found a 7Geet cost reduction in system administration
costs by using the common directory and message f&tond in unified messaging systems.

“We estimate that the Cisco Unity system is sadngworkers roughly an hour a day by eliminating siteps previously required to access all their
messages throughout the day."-Steve Eager, direttwatwork systems administration, NFL Films.

For small businesses and branch offices, CiscoyUxpress is an ideal voicemail and auto attendaluttion. It is implemented as a simple add-on
module for selected Cisco routers and can run iialigawith Cisco CallManager Express. Customersaao network Cisco Unity Express with a
corporate-level Cisco Unity system, making it efgyall employees to share important communications

Cohos Evamy, one of the largest architectural firmsestern Canada, uses Cisco Unity Express a®pias voice and data services on a single
access router for branch offices. This solutiorbéththe company to quickly establish its Tororffice and eliminate the substantial costs of
deploying a separate PBX voice system and voicérzaimfrastructure. In addition, the firm has figatl a significant reduction in maintenance
costs by handling moves, adds, and changes adtitégnally, saving CDN$175 per update.

Rich-Media Conferencing
Conference calls are an increasingly popular wayotaluct business for many organizations. Althoawgtiio conferences are still the most common
form, videoconferences and collaborative Web sessime growing in importance.

« Cost savings—Although most businesses use external audio caorderg services that carry traffic on the PSTN, stvaree a separate network to
connect conferencing systems. On-network confengrsolutions, such as the Cisco MeetingPlayestem, are more cost-effective because they
help businesses use secure internal IP networlauftiv and videoconferencing traffic. Conferenedit can account for 50 percent or more of a
company’s overall voice communications, meaningtthrsport fees paid to off-net service providens be significant. Running conference calls
on the internal network virtually eliminates trandg fees and results in significant cost savings.

In early 2003, Agilent formed a task force to eeduhow to reduce voice transport costs betweeletis North American facilities and
customers and those in its Asia Pacific and EME&r@pe, Middle East, and Africa) regions. “We knéattour current voice network traffic was
costing us several million dollars each year,” 2éde Kimball, Agilent network engineer. “And, b&t, we could save more than 50 percent just
by using the Cisco MeetingPlace solution. We deiteechVolP could shave even more off that figure.”

« Promoting collabor ation—Rich-media conferencing technologies also help @mgs realize productivity improvements by enabjiegple to
meet at any time from anywhere, promoting effectiesnmunication and collaboration. The benefitsraagnified for multinational organizations
that frequently conduct meetings with participandsn multiple countries.

Rich-media conferencing solutions (such as thedOideetingPlace solution) that integrate audio, @jdmd Web conferencing are far more
effective than simply conducting an audio confeeecall. The ability for meeting participants to haad contribute to the discussion, to view
other participants and read their body language tarshare presentation slides and documentslagtealents that contribute to productive and
effective collaboration. It is much simpler to igtate voice, video, and Web media streams ovecwraseonverged IP network than when voice
is carried over the PSTN and video is carried semarate network.

« Improved user experience—On-network deployment also makes it easier to nategconferencing with related enterprise appliceti The Cisco
MeetingPlace solution can be integrated with cadeing, messaging, and directory services applinatto make conference scheduling and
activation a simpler and more productive task feers.
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“We were paying US$1.29 million a year [for confecang]. As long as we were billed per minute, wewrthe costs would grow each year. The
Cisco MeetingPlace solution has been extremelyeffsttive. We expected to see ROI in 18 monthsteiad, the solution paid for itself in just
seven months, because our conferencing callingnwelncreased. And because we own the Cisco MedtiogBolution, it will cost us no more
to conduct more conferences as the business grevstf Sira, manager of conference services, Lgigs Group.

« Economical video communications—As network and equipment costs decline, videocemnfgng and video broadcast capabilities appealai@m
organizations. Avoiding travel is the most commactdr for calculating the cost versus potentialmebf video systems. Wainhouse Research
estimates at nearly US$2400 per trip the hard aftdsests of a single employee traveling to a nmeet{Source: Wainhouse Research: The
Benefits of IP-Based Videoconferencing)

Cisco offers a variety of IP video solutions, irdilyg the Cisco IP/VC videoconferencing systems Gleeo IP/T\? system for live broadcasts,
and the Cisco CallManager video telephony solutidrich quickly and easily brings video communicatidunctions to Cisco IP phones. These
IP video solutions can improve productivity by ieasing the effectiveness of remote communicati@osting video communications over IP
networks instead of ISDN networks can also redtaresport expense.

Contact Centers

Cisco IP Contact Center (IPCC) Enterprise and EsgEaitions provide IP-based contact center saiatthat help enable transparent integration of
inbound and outbound voice calls with real-timetckiéeb collaboration, e-mail, and other applicagiofhis integration allows a single agent to
support multiple customer interactions simultanéeusa tremendous productivity gain. Integration withB\Gnteractive voice response (IVR),

and other systems help customers preserve the whkésting call center investments.

Cisco IP Interactive Voice Response (IP IVR) ansicGiCustomer Voice Portal provide open, extenséiid, feature-rich self-service solutions for
the creation and delivery of IVR applications. Watlpport for automated speech recognition (ASR)textto-speech (TTS) capabilities, callers
can obtain personalized answers to increasinglyptexmguestions and conduct business in new andrative ways—all without the costs of
interacting with a live agent.

A study conducted by Sage Research for Cisco replogtfollowing productivity results gained by arsers using IP Communications in contact
centers:

» Seventy-four percent reported generating an additi®5000 or more per month per sales agent

« Nearly 50 percent reported agents handled an avexfa@0 or more additional calls per day

* Sixty-seven percent reported being able to assiadditional ten or more customers per day

« Ninety-one percent reported completion of an addél ten or more outbound calls per day per agent

Thrifty Car Rental has been able to reduce stafingls in its two customer contact locations bgrhe40 agents by using Cisco Customer Contact
solutions. Equally significant, employee turnovas liropped by half, to 20 percent. “Our investnpend for itself in only one year, while at the
same time lowering our operational costs and irsinggefficiencies,” says Bob Dupont, vice presidaefimeservations for Dollar Thrifty Automotive
Group, Inc.

Another Cisco customer achieved similar resultgadl&eafoods, a group of restaurants and an ordtader, reached the payback point in less than
a year on its deployment of Cisco CallManager,Giszo Unity system, and Cisco IPCC Express Edifiwrits telephone sales center.

Network Management

The CiscoWorks IP Telephony Environment MonitorEM) application suite complements the managemexttifes in Cisco CallManager. This
management environment helps Cisco customers asigirguality deployment of IPC components and igpfibns, and support proactive
capabilities for service assurance.
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Many Cisco customers have found that an integnagddtork and the CiscoWorks management applicatrapsove the productivity of network
staff and accommodate network growth with the sstafing levels. Companies interviewed for the SRgsearch study report productivity
benefits in five areas, as shown in Table 4.

Table 4. 1T Productivity Benefits and Average Time Savings Reported by Companies Using IP Communications Solutions (Source:
Survey conducted by Sage Research for Cisco Systems, 2005)

IT Productivity Benefit Average Time Savings

Faster moves, adds, and changes activity 1.6 hours per move

Reduced user support 4.4 hours per week per employee
Simpler vendor management 5.5 hours per month per employee
Improved IT productivity 3.7 hours per week overall

Easier equipment management 4.9 hours per week overall

At clothing manufacturer Liz Claiborne Inc., the@®@mmunications team uses a single set of toof&;a@Vorks, to manage its entire converged
infrastructure. “The network convergence and r@sgilbrganizational convergence have helped to redosts,” says John Kovac, vice president of
IT for Liz Claiborne Inc. “Notably, our managemeverhead dropped because the Cisco I0S Softwatelig heart of both voice and data
communications.”

Services Management

The award-winning Cisco IP Communications Serviog Support solutions, delivered by Cisco and it$neais, provide strategic and consultative
support throughout the network lifecycle. Theseises help customers enhance network and IT planimicrease network resiliency, sharpen the
budgeting process, and improve ongoing networkatjmers. By using Cisco services and best practcesmplement in-house knowledge,
customers can lower the cost of network ownersiigice the risk and achieve faster implementatforew applications and services, and assure
high network availability—all factors in realizingnéggh ROI.

Cisco develops and delivers lifecycle servicesatmitatively with a global network of carefully setied partners. These partners bring the added
value of experience and expertise in particulanrietogy, deployment, and management disciplines.

“We looked at moving to IP telephony by ourseas, it would have cost too much and taken too Idrge Cisco IP Communications system and
the Cisco lifecycle services approach represenfadtarack to achieving the highest degree of ss&in the shortest period.” —Marc Shipman,
director of telecommunications, Novartis

Security
Although network security does not have an easépasnrable ROI, enterprises understand that strariggtion is a requirement for conducting
business. However, an organization may not hawe dohsidered the cost implications of poor segurit

Network intrusions and disruptions can have meddai@nd nonmeasurable costs that each enterpriseassess based on its unique operations,
risk factors, and network environment. Measurabksinclude the expense of call fraud, system dioven staff hours for recovery, physical
destruction of equipment, theft of intellectual pecty, and lawsuits. Nonmeasurable costs inclusge & corporate reputation, invasion of customer
privacy, and physical or personal harm.

The good news is that if a network is properly seddor running critical business applications thecurity will also effectively protect voice
systems. If adequate security measures are in,fgleeenterprise will not need to consider adddlasecurity costs when planning an IPC
deployment.
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A properly secured IP telephony network can be nmsted than a PBX system because of the covaradisophistication of network security
technologies. In addition, converting voice trafficdata bits precludes the most common methodsefvice theft, eavesdropping, and disruption
that are used on traditional PBX and voicemailesyst

CISCO CAN HELP DEVELOP YOUR BUSINESS CASE

As the discussion and examples presented in tipisrgeave shown, it is possible to develop a sthmrginess case for implementing IPC in many
scenarios. Customers deploying Cisco IP Commuieatsolutions have gained significant advantagésrins of direct costs savings, measurable
improvements in employee and IT productivity, aine &bility to operate in new and more efficient siay

Cisco is ready to help you develop a businessfoaskeploying IPC and other advanced networkingtetogies. Using a variety of in-depth
modeling and analysis tools, your Cisco represmetagn help you identify the strategic and finah€ctors that reflect your current environment
and future directions. Assistance from Cisco atiuides sharing of best practices for developirgriass cases, drawn from work with thousands
of customers worldwide.

Contact your Cisco account representative for @ssie with developing a business case and idemgifiyie right IPC solution for your needs. For
more information about Cisco IP Communications Sois, visitwww.cisco.com/go/ipc
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