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for

<CUSTNAME>
Presented by:

<VARVEND>
<SRNAME>
<SRADDRESS1>
<SRADDRESS2>
<SRADDRESS3>
<SRADDRESS4>

<CURRENTDATE>

<CURRENTDATE>

<CONTACTFIRST> <CONTACTLAST>
<TITLE>
<ADDRESS1>
<ADDRESS2>
<ADDRESS3>


Dear <CONTACTFIRST>,
Imagine a solution that meets your communications needs today and tomorrow. Think how great it would be to have full feature functionality of a large PBX and data networking and value-added applications all in one integrated system.

You have many of the same needs as a large enterprise, but without the large capital budget. Avaya( IP Office would offer <CUSTNAME> the foundation that will help you address ever-demanding customer service issues and meet your strategic business goals. Unlike traditional voice switches or pure IP solutions, IP Office provides investment protection and fills the gap between circuit-switched PBXs of yesterday and the IP-only solutions of tomorrow. 

Does this sound too good to be true? We’re not the only ones who believe IP Office is something special. Communications Convergence named Avaya( IP Office a Product of the Year for 2002. 

Let us show you what this “all-in-one” rack-mountable, cost-effective solution can do for you and your business. 

The attached information explains how IP Office can help <CUSTNAME> protect its investment and meet your communications needs. I will call you within two weeks to discuss this information. Meanwhile, please contact me if questions arise.
Sincerely,

<SRNAME>
<SRPHONE>
<SREMAIL>

Executive Summary

Small to medium businesses have many of the same challenges of larger enterprises, but have often believed that the robust functionality and benefits of a full-featured communication system were not available to them, especially in the Internet Protocol (IP) arena. 

Communications power your company and you are ready now for a fully IP-enabled PBX and would like seamless deployment of voice over IP. Whether you need a new system or want to integrate with your existing system, <CUSTNAME> is looking for a wide variety of applications, simplified administration, open industry-standards based networking, and reduced costs. 

This revolutionary approach is available to you today, satisfied by the all-in-one solution for telephony, data routing, and applications that was named one of the 2002 Products of the Year by Communications Convergence** – Avaya™ IP Office. The Avaya IP Office Family of solutions is designed to solve the complex communications challenges of the home office, small office, and medium enterprise with simple yet powerful communications and networking tools.
Meeting the Business Needs of <CUSTNAME>

Telephone calls can be routed to the right person based on direct inward dial (DID) or caller identification and via Computer Telephony Integration (CTI). These features, which have until now been available only on very large systems, are delivered free on Avaya IP Office. The modularity and scalability of Avaya IP Office mean that, no matter how your business grows—in size, sites, applications, or technology—Avaya IP Office will grow with it.
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►Pure IP Solutions – Avaya IP Office is an out-of-the-box solution to facilitate your voice over IP (VoIP) and data networking communications. Look at any desk in any business and you will find two things: a telephone and a computer, each with its own cable connecting it to its own network. For years, these two systems have been separate. Avaya IP Office unifies the two worlds of voice and data in a single package, and then goes even further by adding an important third element: applications that grow with your business to help <CUSTNAME> achieve its competitive advantage.With native VoIP, it provides features such as IP telephones—supporting both hard and soft phones—and IP trunks.
►Data Networking Options – Avaya IP Office delivers data routing in the same package as voice, providing a switched 10/100 MB hub on some units. It uses the telephone system trunks to route data as well as phone calls, enabling the whole business to connect to the Internet or to other sites as required. It even provides a firewall and quotas so that <CUSTNAME> can protect their sensitive computer data from hackers and manage the amount of time spent surfing the Internet. Using the Avaya IP Office advanced data routing facilities, customers can even implement a home-working strategy, giving staff the ability to get telephone calls and connect to the office data network over a single connection. In addition to firewall protected Internet access with a variety of interface options, Avaya IP Office provides Internet or branch-to-branch based routing; security through Network Address Translation (NAT) to protect your internal network; Dynamic Host Configuration Protocol (DHCP); Remote Access Server (RAS); LAN hub; Lightweight Directory Access Protocol (LDAP) client support; and converged network.
►Full Complement of Robust Telephony Features – There is no compromise of functionality with Avya IP Office. <CUSTNAME> will have a comprehensive list of advanced telephony features and benefits to choose from, such as Caller ID, Call Forwarding, Advanced Call Routing, QSIG multisite networking, and much more.

►Simplified Management and Administration – The full Avaya IP Office solution—phone system, router/firewall/DHCP server, messaging and other applications—are easily managed through the Avaya™ IP Office Manager. <CUSTNAME> can also consolidate traffic through a single wide-area network connection.

►Scalable System to Grow with Your Needs – The Avaya IP Office modular architecture is ideal for meeting your needs today and allows you to add modules when necessary to grow to 180 users. All Avaya IP Office models support common software, telephones, and applications. Used in conjunction with the Avaya™ P130 switch, Avaya IP Office delivers enhanced scalability for both voice and data, as well as higher performance for VoIP calls and measured delivery of data. 

►Value-Added Applications – A wide variety of applications are available to solve business needs. These include messaging, which is standard in the solution; auto attendant to front all incoming calls; enhanced queue management functions to keep customers well informed; PC based operator console and busy lamp fields; Customer Contact Center; and Computer Telephony Integration (CTI) solutions.

►Investment Protection – You can take advantage of existing investments in many Avaya systems through software enhancements or multiservice infrastructure. Avaya IP Office is an integral part of the Avaya Enterprise Class IP Solutions (ECLIPS) portfolio, thus enabling an upgrade path to larger systems while retaining many existing hardware elements. Avaya IP Office can also be networked into an Avaya DEFINITY( server/ Avaya Call Processing environment using QSIG and H323. Because Avaya IP Office is part of the ECLIPS offer, you have commonality of: 4600 IP sets; 6400 sets; Avaya Cajun™ family of switches; Avaya VPN and Avaya Wireless.

Avaya Advantage

Avaya is a global leader and innovator in enterprise communications serving customers who require superior communications to power their business. Over 90% of the FORTUNE 500®, as well as government organizations rely on Avaya for secure network infrastructures and reliable voice and data applications that power faster decisions, profitable transactions, and closer relationships between customers, employees and suppliers. Our award winning solutions for the customer-centric economy include: converged voice and data networks, Customer Relationship Management, and unified communication; all supported by Avaya Labs, and our Global Services, Alliances and Business Partner organizations.

Conclusion

[image: image30.wmf] 

There are many systems that can deliver “dial tone to the desk,” but providing pure IP solutions, industry standards networking, feature-rich telephony, valuable applications and capabilities that work, and work well, is another matter. IP solutions are an integral part of meeting communication challenges today and tomorrow. Unlike other pure IP solutions, IP Office provides the comprehensive telephony features that are expected from Avaya’s heritage, as well as the full benefits of a truly converged solution. By providing an industry standards-based platform—together with the value-added applications to run on it—in an “all-in-one” rack-mountable, cost-effective box, the Avaya IP Office offer can add significant value to <CUSTNAME>’s business now and in the future.

But don’t just take our word for it. The Avaya IP Office solution meets and exceeds business requirements to the extent that it was named a 2002 Product of the Year by Communications Convergence.**** We ask that you take a few minutes to examine how we can meet those claims to make you and your business look great.

Avaya and the Avaya Logo are trademarks of Avaya Inc. and may be registered in certain jurisdictions.  All other trademarks identified by ® and ™ are registered trademarks or trademarks, respectively, of Avaya Inc. All other trademarks are the property of their respective owners.
Executive Summary

Small to medium businesses have many of the same challenges of larger enterprises, but have often believed that the robust functionality and benefits of a full-featured communication system were only available with a large business price tag.

You need to protect your existing investment while generating revenue and increasing productivity. Since communications power your company, you need to be able to use current, reliable, feature-rich technology, yet migrate to IP solutions when you are ready. 

This evolutionary approach is available to you today, satisfied by the all-in-one solution for telephony, data routing, and applications that was named one of the 2002 Products of the Year by Communications Convergence** – Avaya™ IP Office. The Avaya IP Office Family of solutions is designed to solve the complex communications challenges of the home office, small office, and medium enterprise with simple yet powerful communications tools. 

Meeting the Business Needs of <CUSTNAME>
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►Full Complement of Robust Telephony Features – There is no compromise of functionality with IP Office. <CUSTNAME> will have a comprehensive list of advanced features and benefits to choose from, such as Caller ID, Call Forwarding, Advanced Call Routing, QSIG multisite networking, and much more.

►Value-Added Applications – A wide variety of applications are available to solve business needs. These include messaging, which is included with the solution; auto attendant to front all incoming calls; enhanced queue management functions to keep customers well informed; PC-based operator console and busy lamp fields; Customer Contact Center; and Computer Telephony Integration (CTI) solutions.

►Simplified Management and Administration – The full IP Office solution—phone system, router/firewall/Dynamic Host Configuration Protocol (DHCP) server, messaging, and other applications—are easily managed through the Avaya™ IP Office Manager. <CUSTNAME> can also consolidate traffic through a single wide-area network connection.

►Scalable System to Grow with Your Needs – The Avaya IP Office modular architecture is ideal for meeting your needs today and allowing you to add modules when necessary to grow to 180 users. All IP Office models support common software, telephones, and applications.

►Clear Migration Path to IP Solutions, Today or Tomorrow – Whether you are ready now for voice over IP or basic data networking, or know you will need them in the future, IP Office can provide a complete communications solution to enable new and innovative ways of doing business. <CUSTNAME> can be secure in the knowledge that Avaya IP Office provides all the business benefits of a traditional voice platform with a full feature set and applications today; and as IP becomes more important to you and your customers, you can step up the functionality because Avaya IP Office already delivers it!

►Data Networking When You Need It – Avaya IP Office also delivers data routing in the same package as voice, providing a switched 10/100 MB hub on some units. It uses the telephone system trunks to route data as well as phone calls, enabling the whole business to connect to the Internet or to other sites as required. It even provides a firewall and quotas so that <CUSTNAME> can protect its sensitive computer data from hackers and make sure that staff members don’t spend too much time surfing the Internet. Using the Avaya IP Office advanced data routing facilities, you can even implement a home-working strategy, giving staff the ability to get telephone calls and connect to the office data network over a single connection. In addition to firewall-protected Internet access with a variety of interface options, Avaya IP Office provides Internet or branch-to-branch based routing; security through Network Address Translation (NAT) to protect your internal network; DHCP; Remote Access Server (RAS); LAN hub; Lightweight Directory Access Protocol (LDAP) client support; and converged networks.

►Investment Protection – You can take advantage of existing investments in many Avaya systems through software enhancements or multiservice infrastructure. IP Office is an integral part of the Avaya Enterprise Class IP Solutions (ECLIPS) portfolio, thus enabling an upgrade path to larger systems while retaining many existing hardware elements. Avaya IP Office can also be networked into an Avaya DEFINITY( server/ Avaya Call Processing environment using QSIG and H323. Because IP Office is part of the ECLIPS offer, you have commonality of: 4600 IP sets; 6400 sets; Avaya Cajun™ family of switches; Avaya VPN and Avaya Wireless.

Avaya Advantage

Avaya is a global leader and innovator in enterprise communications serving customers who require superior communications to power their business. Over 90% of the FORTUNE 500®, as well as government organizations rely on Avaya for secure network infrastructures and reliable voice and data applications that power faster decisions, profitable transactions, and closer relationships between customers, employees and suppliers. Our award winning solutions for the customer-centric economy include: converged voice and data networks, Customer Relationship Management, and unified communication; all supported by Avaya Labs, and our Global Services, Alliances and Authorized BusinessPartner organizations.

Conclusion

There are many companies that can deliver “dial tone to the desk,” but providing valuable applications and capabilities that work, and work well, is another matter. Unlike traditional voice switches or pure IP solutions, IP Office provides investment protection and fills the gap between circuit-switched PBXs of yesterday and the IP-only solutions of tomorrow. By providing an open standards-based platform—together with the applications to run on it—in an “all-in-one” rack-mountable, cost-effective box, the Avaya IP Office offer can add significant value to <CUSTNAME>’s businesses now and in the future.

But don’t just take our word for it. The Avaya IP Office solution meets and exceeds business requirements to the extent that Communications Convergence named it a 2002 Product of the Year.** We ask that you take a few minutes to examine the following pages for how we can meet those claims to make you and your business look great.

Avaya and the Avaya Logo are trademarks of Avaya Inc. and may be registered in certain jurisdictions.  All other trademarks identified by ® and ™ are registered trademarks or trademarks, respectively, of Avaya Inc. All other trademarks are the property of their respective owners.
Executive Summary

Small to medium businesses have many of the same challenges of larger enterprises, but have often believed that the robust functionality and benefits of a full-featured communication system were only available with a large business price tag.

You want to make it easier for your customers to reach you at all hours and increase your business without spending more money. Since communications power your company, you need a contact center solution that is fully modular and scalable, with graphical, configurable presentation of real-time and historic management information, and provides full reporting on the customer contact experience with <CUSTNAME>. This will assist you in improving customer service and operating efficiency.

These capabilities, along with reliable, feature-rich technology is available to you today, satisfied by the all-in-one solution for telephony, data routing, and applications that was named one of the 2002 Products of the Year by Communications Convergence** – Avaya™ IP Office. The Avaya IP Office Family of solutions is designed to solve the complex communications challenges of the home office, small office, and medium enterprise with simple yet powerful communications tools.

Meeting the Business Needs of <CUSTNAME>

The Avaya™ IP Office Compact Contact Center (CCC) applications are specifically designed for small and midsize businesses with 2 to 75 agents. If <CUSTNAME> needs to reduce the cost of handling customer contacts, or your limited space or budget means that you cannot expand to the number of people you would like to handle more business, then you have a need for a contact center solution.

►Avaya IP Office Compact Business Center – This entry level management tool provides graphs in real-time, and key business information, such as lost calls, trunks free, agents free, queing time and much more.

►Modular Choices of Contact Center Solutions – The Avaya IP Office offers a complete range of contact center solutions including: CCC Server, which provides both real-time and historical information; Additional Agents; PC Wallboards; Additional Supervisor Position; Report Designer; and Agent Rostering Interface.
►Value-Added Applications – There are a variety of valuable applications to choose from in the Avaya IP Office contact center offer. In addition to the modular CCC solutions, <CUSTNAME> may select Avaya IP Office VoiceMail Pro, which provides more advanced functionality for contact centers, including auto attendant, and advanced queue management; Campaign Manager(; recording services; a powerful, easy-to-use graphical user interface (GUI); and Avaya IP Office CTI Link.

►Management by Exception – The functionality of the contact center enables supervisors and team leaders to manage <CUSTNAME>’s staff in a timely and proficient manner by setting different thresholds against each individual’s activities and subsequently being automatically alerted when parameters are exceeded. 

►High-end Functionality – IP Office provides the type of functionality you’ve come to expect from the contact center and Customer Relationship Management (CRM) market leader, while retaining the ease of use and configuration that you require. Additionally, it is customizable to allow business critical information to be combined with contact center technology reports and posted on the Web. 

►Fully Integrated – IP Office Contact Center is scalable from 2 to 75 agents and is able to fully integrate with all Avaya IP Office products, including Queue Management (comfort messages), Campaign Management (voice forms), and call flow and reporting on all aspects of the caller’s experience.

Avaya Advantage

Avaya is a global leader and innovator in enterprise communications serving customers who require superior communications to power their business. Over 90% of the FORTUNE 500®, as well as government organizations rely on Avaya for secure network infrastructures and reliable voice and data applications that power faster decisions, profitable transactions, and closer relationships between customers, employees and suppliers. Our award winning solutions for the customer-centric economy includes: converged voice and data networks, Customer Relationship Management, and unified communication; all supported by Avaya Labs, and our Global Services, Alliances and BusinessPartner organizations.

Conclusion

There are many companies that can deliver “dial tone to the desk,” but providing valuable applications and capabilities that work, and work well, is another matter. This is an area where Avaya excels, from large enterprise systems down to the smallest organizations. Unlike traditional voice switches or pure IP solutions, Avaya IP Office provides investment protection and fills the gap between circuit-switched PBXs of yesterday and the IP-only solutions of tomorrow. By providing an open standards-based platform—together with the Customer Relationship Management tools to run on it—in an “all-in-one” rack-mountable, cost-effective box, the Avaya IP Office offer can add significant value to <CUSTNAME>’s business now and in the future.

But don’t just take our word for it. The Avaya IP Office solution meets and exceeds business requirements to the extent that Communications Convergence named it a 2002 Product of the Year.** We ask that you take a few minutes to examine how we can meet those claims to make you and your business look great.

Avaya and the Avaya Logo are trademarks of Avaya Inc. and may be registered in certain jurisdictions.  All other trademarks identified by ® and ™ are registered trademarks or trademarks, respectively, of Avaya Inc. All other trademarks are the property of their respective owners.
Executive Summary

Small to medium businesses have many of the same challenges of larger enterprises, but have often believed that the robust functionality and benefits of a full-featured communication system were only available with a large business price tag.

Since communications power your company, you want to make it easier for your customers to reach you at all hours, have the benefit of voice and data networking, and feature transparency between your multiple sites at a price you can afford. <CUSTNAME> needs voice feature transparency and data networking over a single wire, with fallback routing for additional robustness, which key systems, Centrex services, and remote access solutions do not provide. This common communications platform for voice and data across all sites will assist you in improving customer service and operating efficiency.

These capabilities, along with reliable, feature-rich technology is available to you today, satisfied by the all-in-one solution for telephony, data routing, and applications that was named one of the 2002 Products of the Year by Communications Convergence** – Avaya™ IP Office. The Avaya IP Office Family of solutions is designed to solve the complex communications challenges of a single or multiple site small and medium enterprise or branch office locations with simple yet powerful communications tools.

Meeting the Business Needs of <CUSTNAME>

The Avaya IP Office application is specifically designed for small and midsize businesses with remote offices desiring a common communications platform. If <CUSTNAME> needs to reduce the cost of handling customer contacts, or your limited space or budget means that you cannot expand to the number of people you would like to handle more business, or you have more than one location, then you have a need for Avaya IP Office.

►Full Complement of Robust Telephony Features – There is no compromise of functionality with Avaya IP Office. <CUSTNAME> will have a comprehensive list of advanced features and benefits to choose from, such as Caller ID, Call Forwarding, Advanced Call Routing, QSIG multisite networking, and much more.

►Value-Added Applications – A wide variety of applications are available to solve business needs. These include messaging, which could be centralized with VoiceMail Pro; a centralized eConsole; enhanced queue management functions to keep customers well informed; busy lamp fields; Customer Contact Center and CTI solutions.

►Common Communications Platform– The functionality of the Avaya IP Office enables <CUSTNAME> to have a uniform dialing plan and common feature set across all sites; and a common Wide Area Network (WAN) for both voice and data. 

►Reduced Costs – The features of a converged network solution across multiple sites can save <CUSTNAME> money through utilizing the same network for data and voice over Internet Protocol (IP). There could be additional savings if <CUSTNAME> elects to centralize voice mail, operator functions, and administration of the system.
►Standards-Based Networking – Avaya IP Office provides H323 and QSIG over E1/T1 standards-based networking for IP Office to IP Office connectivity or from an Avaya Enterprise Communications System (ECS) to a remote IP Office location.

Avaya Advantage

Avaya is a global leader and innovator in enterprise communications serving customers who require superior communications to power their business. Over 90% of the FORTUNE 500®, as well as government organizations rely on Avaya for secure network infrastructures and reliable voice and data applications that power faster decisions, profitable transactions, and closer relationships between customers, employees and suppliers. Our award winning solutions for the customer-centric economy includes: converged voice and data networks, Customer Relationship Management, and unified communication; all supported by Avaya Labs, and our Global Services, Alliances and BusinessPartner organizations.

Conclusion

There are many companies that can deliver “dial tone to the desk,” but providing valuable applications and voice and data capabilities with feature transparency between multiple locations that work, and work well, is another matter. This is an area where Avaya excels, from large enterprise systems down to the smallest organizations. By providing an open standards-based, common communications platform across multiple sites—together with the value-added applications to run on it—in an “all-in-one” rack-mountable, cost-effective box, the Avaya IP Office offer can add significant value to <CUSTNAME>’s business now and in the future.

But don’t just take our word for it. The Avaya IP Office solution meets and exceeds business requirements to the extent that Communications Convergence named it a 2002 Product of the Year.** We ask that you take a few minutes to examine how we can meet those claims to make you and your business look great.

* All trademarks identified by the ® or ™ are registered trademarks or trademarks, respectively, of Avaya Inc. All other trademarks are the property of their respective owners.
Business Imperatives

Small to mid-sized enterprises, as well as workgroups and branches of large enterprises with multiple dispersed locations, are continuously challenged to improve performance, remain competitive, and deliver profits. In today’s demanding environment, Information Technology (IT) issues can compound business problems: computer systems, telephone systems, and multiple networks.

That is why <CUSTNAME> needs a business solution provider who can offer an all-in-one, day-one ready, cost effective business system that will help you meet critical business objectives.

►Reduce the Total Cost of Ownership of Telecommunications

· Take advantage of IP converged office functionality that provides all-in-one solutions consisting of LAN/WAN data routing, firewall, Network Address Translation (NAT), Remote Access Services (RAS), advanced PBX functionality, terminals, telephony, and business applications

· Reduce costs associated with: 

· Multiple networks required today for voice and data

· Diverse and multiple wiring schemes

· System administration and management overhead

· A flexible platform that can adapt to many of <CUSTNAME>’s changing business requirements such as CTI applications, Contact Centers and branch office requirements

►Protect Your Investment with a Scalable Architecture

· Clear migration path to Internet Protocol (IP) solutions that allows <CUSTNAME> to integrate with new and/or existing IP Infrastructure

· Scalable platform that can grow with your business to meet many future business needs such as:

· Addition of employees

· Growth of multiple locations, branches, IP handsets, voice terminals, and remote offices

· Implementation of new business applications such as Contact Centers and messaging options

· Leverage existing infrastructure by adhering to industry standards offering feature and call processing capabilities that span multiple communications servers

►Integrate Value Added Applications that Increase Employee Productivity and Revenues

· An Integrated and Unified Messaging strategy that allows easier management and prioritization of email and voicemail messages through one inbox including voice to email
· Gain and retain satisfied customers by enabling them to contact your business using their preferred media, by phone or by the Web

· A voice processing platform that allows customers to leave messages, yet is flexible and robust enough to handle incoming calls as an auto attendant and queue management application to improve your customer service
►Easy to Manage, Maintain and Install
· Implement and manage entire communications infrastructure using a single interface, either locally or remotely

· Integrated interfaces to third party systems that can provide needed reporting options such as Call Accounting or Workforce Management

· Simplified tools that allow call center supervisors to manage resources and performance using real time and historical reporting and automatic monitoring

Summary

In summary, how does <CUSTNAME> ensure employees are working together in a cost effective manner, to meet your customer’s many needs, when they may be separated by time and distance, diverse systems, and have a wide variety of skill levels and/or responsibilities?  How does <CUSTNAME> deploy business applications are designed to maximize customer service and employee productivity? How does <CUSTNAME> maximize the investment in IP solutions and take advantage of converged technologies?

Recommendations

Avaya recommends IP Office to meet <CUSTNAME>’s business requirements. The Avaya™ IP Office Family is the latest advancement in converged voice and data technology from Avaya™. IP Office combines high-end voice and data applications normally reserved for large enterprises with easy to use tools that allow the smallest of businesses to deliver cutting edge customer service. 

The solution bridges the gap between yesterday’s circuit switched PBXs and Key Systems and allows <CUSTNAME> to evolve to the IP-only solutions of tomorrow while meeting your total office communications needs. IP Office achieves rich functionality combined with ease of use, since all components have been designed as a fully integrated system. 

Summary of IP Office Offer

The Avaya™ IP Office Family is designed to solve the complex communications challenges of the Home Office, Small Office, and Medium Enterprise with simple yet powerful communications tools. 

Customer Relations Management, Computer Integrated Telephony, Voice mail, Remote LAN Access, high-speed Internet Access and a full range of other communications tools have all been integrated into this cost effective platform, making it the one tool required to meet all the communications needs of the small to medium enterprise.

Voice Communication Solution

IP Office offers full voice functionality with a comprehensive list of features and benefits for businesses like <CUSTNAME>, including:

Full PBX Features

· Caller ID, Call Forwarding, Conference Calling, Voice Messaging, Call Pick up, Call Park, Transfer, and many more

Trunk Interfaces

·  Network Trunk Interfaces – including ISDN Basic Rate Interface (BRI), Primary Rate Interface (PRI), T1, Analog Loop Start, and Analog Ground Start

· Extensions ( Support for a range of extensions, from 2 to 180, that provide sophisticated voice performance for new and growing businesses

· Telephones ( A comprehensive variety of telephones, including analog, digital, and IP hard and soft phones (wired and wireless), which provide the appropriate desktop or device phone for every need 

· Advanced Call Routing ( Incoming calls are directed to the best available person or messaging service, according to <CUSTNAME>’s unique criteria

· Alternate Call Routing ( Provides reliable handling of calls by selecting from analog, digital, or Voice Over Internet Protocol (VoIP) trunks 

· QSIG Networking ( Multi-site networking based on QSIG standards

Converged Voice Communications Solution

For converged communications, the IP Office acts as an IP telephony server, and includes:

· Integrated H.323 Gatekeeper and Gateway

· Quality of Service (QoS) support through DiffServ (for routing) and 802.1p (when used in conjunction with an Avaya Cajun® LAN switch)

Data Communication Solution

For offices with basic data networking needs, IP Office can provide a complete data communications and networking solution:

· Internet Access ( Firewall-protected, leased line or dial-up connectivity via PRI, T1 or WAN port: high-speed dialed access, direct leased line connections for high usage and Web site hosting, integral security, and efficient access to information and a larger business presence via the Web

· Routing ( Internet or Branch-to-Branch based routing

· Security ( NAT (Network Address Translation) to protect your internal network

· DHCP ( Automatic IP address allocation for local and remotely attached PCs

· Remote Access Server ( Optional two channel, V.90 modem for access to local LAN servers via modems, terminal adapters, routers, or WAP-enabled Mobile/Cell Phones: individual firewall security, access control per user, and standards-based security enable remote workers and remote access to IP Office system management

· LAN Hub ( Connects up to 8 PCs to each other or to other services 

· LDAP client support ( For standards based directory synchronization
· Converged Networks ( Complimentary to the Avaya Cajun® family of network switches, Avaya™ wireless and VPNet® portfolio for powerful, converged networks

Applications Platform

IP Office provides big business benefits and enhanced productivity for small and mid-size businesses with a full compliment of sophisticated applications, including:

· Voice mail ( Incoming callers never reach an empty office. With Call Forwarding, Dial-by-Directory, the ability to retrieve phone messages via the PC Soft Phone, and more

· Auto-Attendant ( Simplify service for customers with this easy-to-use graphical interface; the ability to construct customized automated services means callers can efficiently navigate the system, and reach the right person, without the assistance of an operator

· Integrated Messaging ( Voice messages can be automatically forwarded to an email address, or the voice mail storage can be synchronized with any MAPI (e.g., Microsoft Exchange) compliant email server

· e-Console ( Graphical User (GUI) Interface for attendants via a PC-based console; an easy way to learn and use sophisticated tools in a comfortable environment

· Phone Manager ( A powerful desktop application for the IP Office, available in Lite, Professional, and IP Softphone versions to allow you to control and manage phone calls from your Windows desktop

· Open CTI interfaces ( TAPI-compliant out of the box. IP Office integrates easily with popular contact management applications such as Outlook. Sophisticated custom applications can be rapidly developed and deployed with our full software development kit

· Compact Business Center ( Report on overall system performance and basic call center functionality for a workgroup with quality of service reports, selected group reports, simple plug-and-play installation, and more

· Compact Contact Center ( The formal Contact Center option, with a full customer management toolset including real time agent, system, group management, standard and custom reporting, real time tracking and analysis, options for agent connection, remote agent support, and wallboards for installations of up to 75 agents

· Queue Manager and Campaign Manager ( Powerful voice and IVR applications for the Contact Center that facilitate agent and traffic management for better productivity and customer service

Management Tools

The full IP Office solution (phone system, router/firewall/DHCP server, Voice Mail and other applications) is easily managed through the IP Office Manager. 

The IP Office Manager is a Windows PC software application that connects to the IP Office system using TCP/IP. It can be on the same LAN as the IP Office, remote on the WAN, or connected via the Remote Access Server with a Terminal Adaptor, Router, or the optional Modem 2 package.

Endpoint Solution Options

IP Office has numerous options for endpoints, including:

· IP Office with the Integral H.323 Server supports 4600 IP telephones, Wireless VoIP sets and PhoneManager (which can operate in CTI or IP Soft phone modes)

· IP400 Digital Station 16 or 30 Module supports Avaya™ 4400 series and 6400 series sets. The IP Office Digital Station module will also support the TransTalk® 9040 wireless handset. 

· IP400 Digital Terminal 16 or 30 Module supports the Avaya™ 20 Series telephones 

· IP400 Phone 16 or 30 Modules support standard analog phones/faxes/modems with support for calling line identification

►Designed to Reduce Your Total Cost of Ownership

Convergence

Today’s businesses are looking for cost effective ways to keep pace with changing technology. As technology advances and becomes more affordable small and medium size enterprises will migrate toward VoIP solutions. The ideal solution is one that can meet the need for a traditional hybrid voice and data system today, yet is IP-enabled to meet your requirements for the next generation of services tomorrow. Avaya IP Office is an all-in-one solution providing data routing and telephony applications. Unlike other traditional PBXs or pure IP solutions, IP Office protects your existing investment and fills the gap between yesterday’s circuit-switched PBXs and the IP-only solutions of the future
There are proven benefits to using IP Solutions, since they tend to lower the total communications cost for an enterprise. In addition, IP offers provide easy access to applications such as CRM, CTI, and remote workers that help you serve your customers better and attract and retain quality associates. VoIP can also be used to readily create a virtual enterprise from several small branch offices, allowing <CUSTNAME> to seamlessly provide superior customer service with a smaller local footprint. 

There are also some risks to moving to a purely VoIP environment. It is critical to choose an experienced vendor with a proven track record, so that reliability and voice quality are not compromised. In addition, it is important that the final solution provide interoperability with legacy voice and data networks. Avaya has a heritage of leadership in telecommunications, including comprehensive telephony features that are used in a high percentage of the FORTUNE 500® companies, as well as many government organizations. Avaya™ IP Office provides a truly converged solution right out of the box, including:

· Full PBX and Key System features 

· T1/PRI, and analog network trunk options 

· Shared, secure high speed Internet access (up to 2Mpbs) 

· Standards-based IP telephony 

· H323 Gatekeeper and Gateway 

· QSIG Networking 

· Intelligent call routing for both voice and data calls 

· Internet or branch-to-branch routing, including NAT and DHCP for IP address sharing 

· LDAP client support 

· Traditional telephones and/or IP phones (hard and soft) 

· Office Manager administration tool 

Networking Flexibility

IP Office supports a wide variety of voice and data networking options from traditional circuit switched networks such as the ISDN and structured leased circuits to a multitude of packetized voice solutions. IP Office can operate as a traditional circuit switched telephone system utilizing both standard analog and digital handsets or IP Hardphones and Softphones.

Voice Over IP

Voice networking between IP Office sites can be achieved in many ways using structured or unstructured networks, such as:

· VoIP over T1/PRI/BRI

· VoIP over an unstructured private circuit

· VoIP over a managed IP Virtual Private Network (VPN)

· VoIP over a managed Frame Relay network

· VoIP across the LAN

VoIP Networking Across an IP Network or WAN
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Quality of Service

When transporting voice over low speed links (WANs) it is possible that normal data packets can prevent or delay the voice data from getting across the link. This can cause a very unacceptable speech quality. Thus, it is vital that the routers in the network that carry voice have some form of Quality of Service (QoS) mechanism. 

IP Office supports DiffServ (RFC 2474) Quality of Service (QoS) mechanisms; this is based upon the Type of Service (ToS) field in the IP header. The software will prioritize voice, fragment large packets and provide VoIP header compression to minimize the overhead required for VoIP addressing, using Industry standards.

IP Office Header compression and fragmentation is based upon the following standards:

· RFC 2507 (IP)

· RFC 2508 (RTP)

· RFC 2686 (Multi-Class Extension to Multi-Link) 

When used with data switches such as the Cajun®, DiffServ tags can be used for 802.1p marking. The Cajun® also supports 802.1q for VLAN prioritization. QoS routers are also required to provide low speech latency and to maintain sufficient audible quality.

Voice over IP Standards Supported

IP Office supports industry standards because inter-working with other products will be increasingly important as more companies introduce VoIP products. Avaya is actively participating in the definition and evolution of the H.323 and the emerging SIP (Session Initiation Protocol) standards. For example, all Compact Call Center (CCC) applications are based on industry standards and exploit the resilient Windows NT4/2000 operating system and Microsoft’s MSDE and SQL technology. Openness and data export are achieved through standard SQL tools and ODBC drivers, as well as a very powerful Report Designer module.

The IP Office supports the following protocols and standards:

· H.323 (V2)(1998), Packet-based multimedia communications systems

· Q.931, ISDN user-network interface layer 3 specification for basic call control

· H.225.0 (1998), Call signaling protocols and media stream packetization for packet-based multimedia communication systems

· H.245 (1998), Control protocol for multimedia communication

· .38 Real time Fax over IP support is planned for a future release Audio CODECs:

· G.711 A-law/U-law

· G.723.1 MP-MLQ

· G.729 Annex A – CS-ACELP

· G.726 ADPCM

· Silence Suppression

· Fax Relay

· Local End Echo Cancellation 25ms

· Out of band DTMF

· Jitter buffer, five frames of jitter buffer Internet Standards/Specification (in addition to TCP/UDP/IP)

· RFC 1889 – RTP/RTCP, Real Time and Real Time Control protocol

· RFC 2507,2508,2509 – Header Compression

· RFC 2474 – DiffServ, Type of Service field set to DSCP 6

►Protect your Investment with a Scalable Architecture

Scalable Platform

The “all-in-one” IP Office Family — servers, media modules and cards for connectivity and preloaded applications — give small and mid-size enterprises the options they want to meet today’s communications needs and plans for the future.

· Avaya™ IP403 Office ( Supports three Expansion Modules providing a combination of up to 100 analog and digital extensions, with capacity for 8 analog trunks or 1 digital trunk (24 T1 channels or 30 E1 channels) and 4 analog trunks. Additional analog trunks can be provisioned using the IP400 Analog trunk 16 module. Features include 10 optional voice compression channels, 8 dual speed LAN hub ports, and 24 data channels. Data channels are used for Routing, RAS, Voice-over-IP and Voice mail applications.

· Avaya™ IP406 Office ( Supports 6 Expansion Modules providing a combination of up to 180 analog and digital extensions, with capacity for 8 analog trunks or 2 digital trunk (48 T1 channels or 60 E1 channels). Additional analog trunks can be provisioned using the IP400 Analog trunk 16 module. Features include 20 voice compression channels, 8 dual speed LAN hub ports, and 24 data channels. Data channels are used for Routing, RAS, Voice-over-IP, and Voice mail applications.

· Avaya™ IP412 Office ( Supports 12 Expansion Modules providing a combination of up to 180 analog and digital extensions, with capacity for 8 analog trunks or 4 digital trunk (96 T1 channels or 120 E1 channels). Additional analog trunks can be provisioned using the IP400 Analog trunk 16 module. Features include 60 voice compression channels, 2 independently Switched LAN ports, and 100 data channels. Data channels are used for Routing, RAS, Voice-over-IP, and Voice mail applications.

All IP Office models support common software, telephones, and applications.

Avaya™ IP Office
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Avaya Voice Terminal Flexibility

Terminals are the natural focal point for the users of any telephone system. A communication platform may have very sophisticated functionality, but without user-friendly telephone sets much of this is hidden and thus unused by the average associate. All Avaya terminals are designed with easy access to features and functions delivering, the full benefits of the system to the desktop. Avaya™ IP Office supports a wide range of dedicated digital telephones including an Avaya™ IP Office eConsole Application, IP hardphones and softphones, and Avaya™ 4400, 4600, and 6400 series terminals, and the TransTalk® Wireless Solution. Avaya™ IP Office also supports standard analog telephones (POTs). 

Avaya display terminals employ an intuitive interface at the desktop for the user providing simple access to a complex array of features. The telephones provide a 'context sensitive' display that offers the user features appropriate to the telephone status and that visually prompts and assists the user in programming or using the terminal, resulting in reduced complexity for the user making all features easily accessible. This benefits the user and <CUSTNAME> by facilitating the use of features that improve communication, increase efficiency, and reduce costs.

Avaya™ IP Office eConsole Application

The PC based Windows Operator Console ‘eConsole’ has been specifically designed to provide benefits through improved operator service. Deployment of the eConsole provides the operator with the correct information to prioritize call handling and give the appropriate response to the caller. At the same time, the operator can maintain visibility of the number and type of calls waiting and so ensure that clients are greeted in a professional manner, enhancing <CUSTNAME>’s image.
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eConsole has been designed to be easy to use, while offering a look and feel that appeals to both experienced and novice operators. The console is divided into 9 main areas:

· Incoming Caller Window 

· Call Information/Notes Window / Outgoing user/Extension Name Window 

· Outgoing Party Information Window

· Queued Call Bar Graph.

· Call Handling Buttons.
· Call Park Area 
· Speed Dial Buttons  

· Line Status Display

PC Based Busy Lamp Field

When it comes to knowing what's happening within the office and across the network (LAN, WAN or Frame Relay), the Busy Lamp Field provides you with the complete picture. From the operator’s desktop, there is a dynamic view of who is on the phone, who is available to take calls, and who has enabled Do Not Disturb on their phone both within a single IP Office system and across multiple sites.
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The Busy Lamp Field may be used in conjunction with the eConsole, or as a standalone application giving users instantaneous Hunt Group and Extension/User Status Information. Up to four PCs per IP Office may run the Busy Lamp Field program. The application screen is divided into four main areas:

· Extension/User Status Window

· Hunt Group Status Window

· Call Park Area 

· Line Status Display 

IP HardPhones and SoftPhones

In addition to traditional analog and digital telephones, IP Office also supports IP HardPhones and SoftPhones. Using the inherent gatekeeper and gateway functions, IP Office can support either a 100% IP telephony solution, or a hybrid of both the traditional and IP worlds. 

With a conventional telephone system, analog or digital telephones are plugged into an extension socket connected to a PBX or Key System. With IP Telephony, the telephone is connected to the IP PBX via the LAN. There are two basic types of IP phones:

· A physical telephone, which looks very similar to a standard telephone (IP HardPhone)

· A software application (iPhoneManager Pro) that runs on the user’s PC, allowing them to use either a headset or a microphone, and their PC Keyboard to access telephony features. 

IP telephony has the advantage of allowing extensions to be deployed both locally and remotely using VPN service.

4606 IP Hard Phone 

4606 IP Hard Phone
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The 4606 IP Telephone is a fully Internet-capable set supporting Internet Protocol (IP) standards, providing extensive phone features and functionality, along with a high level of reliability and voice quality, in both the handset and speakerphone. The 4606 IP telephone comes equipped with an integrated two-line, liquid crystal display, six (6) programmable call appearance/feature buttons, and a full duplex speakerphone. Feature and line appearance buttons have a red and green LED associated with each to indicate line states and feature status. The display informs the user of date, time, elapsed call time, calling party information and provides access to user-state dependent system features.  

The 4606 IP telephone’s integrated display is a 32-character liquid crystal display (2-lines with 16 characters each) for messaging and call management.

The 4606 IP phone comes equipped with the following:

· 6 Programmable appearance/feature buttons with dual red/green LEDs

· 5 Fixed feature buttons – Speaker, Mute, Hold, Volume Up and Down

· 3 Fixed feature buttons under display – Conference, Transfer, and, Redial

· Full Duplex Speakerphone with Echo Cancellation

· 10/100Base-T Ethernet network connection with RJ-45 interface

· Integrated Ethernet Repeater hub for optional PC connection

· G.711, G.723.1, G.723.1A, G.729A, and G.729B audio voice coders

· H.323 V2 and NetMeeting compatible

· IP Address assignment – DHCP client or statically configured

· Infrared port to support future applications

· Downloadable Firmware for future upgrades

· Hearing aid compatible

· 12-Button touch-tone dial pad with raised bar on “5” for the visually impaired

· Message waiting light (LED)

· Integrated RJ-11 Headset Jack for direct connection of headset

· Adjustable volume control (handset, speaker, and ringer)

· Eight personalized ringing options

· K-Style handset with nine foot modular cord

· 14-Foot modular line cord

· Available in Black or White

Additional options include:

· 12-Foot modular handset cord

· 25-Foot modular line cord

· Base stand (15 degree angle)

· Avaya/Plantronics headsets

· Amplifier handset

· Noisy environment handset

· Push-to-talk handset

4612 IP Hard Phone

4612 IP Hard Phone
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The 4612 IP Telephone is a fully Internet-capable telephone supporting Internet Protocol (IP) standards, providing extensive phone features and functionality, along with a high level of reliability and voice quality, in both the handset and speakerphone. The 4612 IP telephone comes equipped with an integrated two-line, liquid crystal display, 12 programmable call appearance/feature buttons, and a full duplex speakerphone. Feature and line appearance buttons have a red and green LED associated with each to indicate line states and feature status. The display informs the user of date, time, elapsed call time, calling party information and provides access to user-state dependent system features. 

The 4612 IP telephone’s integrated display is a 48-character liquid crystal display (2-lines with 24 characters each) for messaging and call management.

The 4612 IP phone is equipped with the following:

· 12 Programmable appearance/feature buttons with dual red/green LEDs

· 8 Fixed feature buttons – Speaker, Mute, Hold, Transfer, Conference, Redial, Volume Up and Down

· 4 Fixed navigation buttons – Menu, Exit, Previous (←) and Next (→)

· Softkeys under display for browser user interface

· Full Duplex Speakerphone with Echo Cancellation

· 10/100 Base-T Ethernet network connection with RJ-45 interface

· Integrated Ethernet Repeater hub for optional PC connection

· G.711, G.723.1, G.723.1A, G.729A, and G.729B audio voice coders

· H.323 V2 and NetMeeting compatible

· IP Address assignment – DHCP client or statically configured

· Universal Serial Bus and Infrared port to support future applications

· Downloadable Firmware for future upgrades

· Hearing aid compatible

· 12-Button touch-tone dial pad with raised bar on “5” for the visually impaired

· Message waiting light (LED) 

· Integrated RJ-11 Headset Jack for direct connection of headset

· Adjustable volume control (handset, speaker, and ringer) 

· Eight personalized ringing options

· K-Style handset with nine foot modular cord

· 14-Foot modular line cord

· Available in Black or White

Additional options include:

· 12-Foot modular handset cord

· 25-Foot modular line cord

· Base stand (15 degree angle) 

· Avaya/Plantronics headsets

· Amplifier handset

· Noisy environment handset

· Push-to-talk handset
4624 IP Hard Phone

4624 IP Hard Phone
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The 4624 IP Telephone is a fully Internet-capable terminal supporting Internet Protocol (IP) standards, providing extensive phone features and functionality, along with a high level of reliability and voice quality, in both the handset and speakerphone. The 4624 IP telephone comes equipped with an integrated two-line, liquid crystal display, 24 programmable call appearance/feature buttons, and a full duplex speakerphone. Feature and line appearance buttons have a red and green LED associated with each to indicate line states and feature status. The display informs the user of date, time, elapsed call time, calling party information and provides access to user-state dependent system features. The 4624 IP telephone’s integrated display is a 48-character liquid crystal display (2-lines with 24 characters each) for messaging and call management.

The 4624 IP phone comes equipped with the following:

· 24 Programmable appearance/feature buttons with dual red/green LEDs

· 8 Fixed feature buttons – Speaker, Mute, Hold, Transfer, Conference, Redial, Volume Up and Down

· 4 Fixed navigation buttons – Menu, Exit, Previous (←) and Next (→)

· Softkeys under display for browser user interface

· Full Duplex Speakerphone with Echo Cancellation

· 10/100 Base-T Ethernet network connection with RJ-45 interface

· Integrated Ethernet Repeater hub for optional PC connection

· G.711, G.723.1, G.723.1A, G.729A, and G.729B audio voice coders

· H.323 V2 and NetMeeting compatible

· IP Address assignment – DHCP client or statically configured

· Universal Serial Bus, Infrared and DSS ports to support future applications

· Downloadable Firmware for future upgrades

· Hearing aid compatible

· 12-Button touch-tone dial pad with raised bar on “5” for the visually impaired

· Message waiting light (LED) 

· Integrated RJ-11 Headset Jack for direct connection of headset

· Adjustable volume control (handset, speaker, and ringer) 

· Eight personalized ringing options

· K-Style handset with nine foot modular cord

· 14-Foot modular line cord

· Available in Black or White

Additional options include:

· 12-Foot modular handset cord

· 25-Foot modular line cord

· Base stand (15 degree angle) 

· Avaya/Plantronics headsets

· Amplifier handset

· Noisy environment handset

· Push-to-talk handset

IP Softphone
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The PhoneManager application offers control of the telephone terminal from the users’ PC. PhoneManager is available in three versions: PhoneManager Lite, PhoneManager Pro, and iPhoneManager Pro. 

PhoneManager Lite

PhoneManager Lite allows all employees to access the features and facilities only previously available to those working in call centers, or those companies deploying expensive, proprietary feature phones on every desktop. Using an analog telephone or digital terminal, along with a networked PC on the associate’s desk, Phone Manager allows employees to take total control of their phone calls from their PC.

CLID/ANI is presented as standard so you can see who is calling before you answer. The caller's phone number and name (if available from the network) are clearly shown on the user’s PC, allowing them to have a good idea what the call is about before answering. Also shown is information on the actual number dialed, this could be the user’s Direct Inward Dial (DID) number, or a specific department within the organization, e.g. switchboard, sales, support or administration. This feature allows associates to answer appropriately and provides the flexibility to participate in multiple groups, particularly important for small businesses. The same information is also displayed should a second call come-in, allowing associates to easily switch between calls or allow the second call to go to voicemail. The user can choose to have the information pop-up on their PC automatically as soon as a call comes in, when they answer the call, or it can be displayed manually via a click of the user’s mouse. 

PhoneManager also allows configuration of distinct ringing on a per caller basis. PC sound files can be associated with incoming callers' numbers and then played through the PC speakers when a call is received from that number. This allows users to easily differentiate calls from important customers and clients, and those from unknown callers. 

PhoneManager’s call history keeps a record of all received, outgoing, and missed calls. Double-clicking on any item calls that number back to return a missed call, or to redial a previously called or received number. It even alerts the user when new voicemail messages are received, and presents unread voicemails so they can be simply retrieved by a click of a button.

PhoneManager also features a "drag & drop" Busy Lamp Field and Direct Station Select. This allows users to customize the application to reflect the status of their department, immediate colleagues, or the whole company, as desired. This feature allows the user to see at a glance, who is available to take a call, who is already on a call and who has placed their phone on Do Not Disturb. Four Call Park areas that can be shared between users and operators, or within a department, further add to the ease with which the entire call handling process is streamlined with PhoneManager. 
PhoneManager Pro

PhoneManager Pro builds upon PhoneManager Lite by offering the following additional features:

· Integration with Contact Management packages to facilitate screen popping of the contact details of an incoming caller, dialing from the contact record with a simple mouse click and simple creation of new records with auto-insertion of the telephone number while on a call.

· Voicemail box control

· Queue monitoring (2 queues)

· Simple incoming call scripting

· Function keys

· Door entry control

· Time on call/cost of call

iPhoneManager Pro

iPhoneManager Pro offers the same GUI interface as PhoneManager Pro, allowing the user to take control of making and receiving telephone calls. Like PhoneManager Pro, iPhoneManager Pro communicates with the IP Office system unit using the LAN. The difference is that there is no physical terminal and conversation actually takes place via the PC’s soundcard. The physical set up can include a headset/microphone connected to the PC’s soundcard or USB port. iPhoneManager Pro has the significant advantage for mobile users with remote access to the LAN, providing a telephone within their laptop’. 

6408D Terminal
6408D Terminal
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The 6408D+ digital display voice terminal is ideal for users requiring called party/calling party identification, multiple line appearances, and feature buttons for access to system features, group listening, or teleconferences. Includes an integrated adjustable liquid crystal display that is two-lines by 24 characters for messaging and call management. The 6408D+ digital voice terminal is equipped with the following:

· 8 Call appearance/feature buttons

· 10 fixed features – Speaker, Mute, Conference, Transfer, Hold, Redial, Menu, Exit, Previous, and Next

· 12 Assignable soft key features associated with the display

· Built-in two-way programmable speakerphone which can be optioned by user on an individual call basis for group listening

· Adjustable volume control (handset, speaker, and ringer)

· Station user may be allowed to program, remove, or rearrange the following features on set:

The System Administrator may substitute other soft key features for the above

· 12-Button touch-tone dial pad with raised bar on “5” for the visually impaired 

· Message waiting light (LED)

· Eight personalized ringing options

· K-Type handset with nine foot modular cord

· Seven foot modular line cord

· Pull-out feature reference card tray

· Stand for desk or wall mount configuration

· International portability

· Downloadable transmission parameters

· Available in Gray or White

Additional options include:

· 12-Foot modular handset cord

· 14-Foot and 25-foot modular line cords

· Avaya /Plantronics headsets

· 8400B+ data module

· Amplifier handset

· Noisy environment handset 

6416D Terminal

6416D Terminal
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The 6416D+M is a two-wire digital display voice terminal equipped with 16 call appearance/feature buttons and a slot on the back for integrating application modules for more functionality. The addition of the optional XM24 Expansion Module increases the total number of call appearance/feature buttons to 40. The 6416D+M is ideal for executives, secretaries, or call center supervisors requiring multiple lines for call handling, call coverage, conferencing, and sophisticated voice communications. 

The integrated adjustable liquid crystal display is two-lines by 24 characters, for messaging and call management.  The 6416D+M digital voice terminal is equipped with the following:
· 16 Call appearance/feature buttons with dual LEDs

· 10 fixed features – Speaker, Mute, Conference, Transfer, Hold, Redial, Menu, Exit, Previous, and Next

· 12 Assignable soft key features associated with the display

· Built-in two-way programmable speakerphone can be optioned by user on an individual call basis for group listening

· Headset jack for direct connection of headset

· Adjustable volume control (handset, speaker, and ringer)

The System Administrator may substitute other soft key features for the above

· 12-Button touch-tone dial pad with raised bar on “5” for the visually impaired

· Message waiting light (LED)

· Eight personalized ringing options

· K-Style handset with nine foot modular cord

· 14-Foot modular line cord

· Pull-out feature reference card tray

· Stand for desk or wall mount configuration

· International portability

· Downloadable transmission parameters

· Available in Gray or White

· Meets Class B requirements for use in residential location

· Meets FCC Hearing Aid Compatibility Act requirements that go into effect January 1, 2000

Additional options include:

· 100A Analog Interface Module provides an analog interface for connection of full-duplex analog speakerphones, computer modems (up to V.90), fax machines, analog telephones, TDD, and other devices that require an analog port

· XM24 Expansion Module with 24 buttons increases the total set button capacity to 40 buttons. All 24 buttons have dual LED lights and can be administered for either call appearances or features

· 12-Foot modular handset cord

· 25-Foot modular line cord

· HIC-1 Headset interface cord

· Headset modular base unit M10L or M12LU

· Avaya /Plantronics headsets

· Amplifier handset

· Noisy environment handset

6424D Terminal

6424D Terminal
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The 6424D+M is a two-wire digital display voice terminal equipped with 24 call appearance/feature buttons and a slot on the back for integrating application modules for more functionality. Adding the optional XM24 Expansion Module increases the total number of call appearance/feature buttons to 48. The 6424D+M is ideal for executives, secretaries, or call center supervisors requiring multiple lines for call handling, call coverage, conferencing, and sophisticated voice communications. 

The 6424D+M’s integrated adjustable liquid crystal display is two-lines by 24 characters, for messaging and call management.

The 6424D+M digital voice terminal comes equipped with the following:
· 24 Call appearance/feature buttons with dual LEDs

· 10 fixed features – Speaker, Mute, Conference, Transfer, Hold, Redial, Menu, Exit, Previous, and Next

· 12 Assignable soft key features associated with the display

· Built-in two-way programmable speakerphone can be optioned by user on an individual call basis for group listening

· Headset jack for direct connection of headset

· Adjustable volume control (handset, speaker, and ringer)

The System Administrator may substitute other soft key features for the above

· 12-Button touch-tone dial pad with raised bar on “5” for the visually impaired

· Message waiting light (LED)

· Eight personalized ringing options

· K-Style handset with nine foot modular cord

· 14-Foot modular line cord

· Pull-out feature reference card tray

· Stand for desk or wall mount configuration

· International portability

· Downloadable Transmission Parameters

· Available in Gray or White

· Meets Class B requirements for use in residential location

· Meets FCC Hearing Aid Compatibility Act requirements that go into effect January 1, 2000

Additional options include:

· 100A Analog Interface Module provides an analog interface for connection of full-duplex analog speakerphones, computer modems (up to V.90), fax machines, analog telephones, TDD, and other devices that require an analog port

· XM24 Expansion Module with 24 buttons increases the total set button capacity to 48 buttons. All 24 buttons have dual LED lights and can be administered for either call appearances or features

· 12-Foot modular handset cord

· 25-Foot modular line cord

· HIC-1 Headset interface cord

· Headset modular base unit M10L or M12LU

· Avaya/Plantronics headsets

· 8400B+ data module

· Amplifier handset

· Noisy environment handset
XM24 Expansion Unit

XM24 Unit


[image: image12.png]



The XM24 works in association with your the 64 series display phones and each XM24 provides the terminal with an additional 24 Direct Station Select keys and dual-color Busy Lamp Field (DSS/BLF). 

4406D Terminal

4406D Terminal
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Available in black or white the 4406 telephone offers a 2 line by 16-character display and utilizes digital technology. Single pair wiring allows reuse of the existing premises wiring, saving the cost of rewiring the offices.

The 4406D offers some of the most popular, convenient, widely used business calling features, including:

· 6 Programmable Feature buttons with LED
· 5 Fixed Feature Keys: Speaker, Mute, Hold, Volume Up & Down

· 3 Fixed Feature Keys below the Display: Conference, Transfer, Redial

· 2 x 16 Character Display

· Message waiting indicator 

· Speakerphone

· Hearing aid compatible 

· Wall Mountable with a separate orderable stand

· Avaya White and Black Colors

4412D Terminal

4412D Terminal

[image: image14.jpg]



The 4412D is a two-wire digital display voice terminal equipped with 12 programmable feature buttons. Available in Avaya black or white colors the 4412D supports the latest high-speed digital communications interfaces giving you clear high quality voice calling and helping to make everyday business communications easy, effective and productive.

4412D Telephones offer the most popular, convenient, widely used business calling features, including:
· 2x24 Character Display

· Message waiting indicator 

· Speakerphone

· Hearing aid compatible 

· Wall Mountable with a separate orderable stand

· 12 Programmable keys with LED

· 8 Fixed Feature Keys: Speaker, Mute, Conference, Transfer, Redial, Hold, Volume Up & Down
· 4 Display Navigation Keys, right of the display: 
Menu, Previous (<), Next (>), & Exit

· 4 Display Soft Keys below the Display 

4424D Terminal

4424D Terminal
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The 4424D is a two-wire digital display voice terminal equipped with 24 programmable feature buttons that supports the optional DSS4450 Unit Module providing an additional 60 Direct Station Select keys and dual-color Busy Lamp Field (DSS/BLF). The 4424D supports the latest high-speed digital communications interfaces giving you clear high quality voice calling and helping to make everyday business communications easy, effective, and productive.

The 4424D offer some of the most popular, convenient, widely used business calling features, including:
· 2 x 24 Character Display

· Message waiting indicator 

· Speakerphone


· Hearing aid compatible 

· Wall Mountable with a separate orderable stand

· 24 Programmable Feature Keys with LED

· 8 Fixed Feature Keys: 
Speaker, Mute, Conference, Transfer, Redial, Hold, Volume Up & Down 

· 4 Display Soft Keys below the Display

· 4 Display Navigation Keys, right of the display:  Menu, Previous (<), Next (>), & Exit

· Avaya White and Black Colors
DSS4450 Unit

DSS4450 Unit


[image: image16.png]



The DSS4050 works in association with the 44 series display phones, and each DSS4450 provides the user’s phone with an additional 60 Direct Station Select keys and dual-color Busy Lamp Field (DSS/BLF).

Wireless Solutions

Business today means anytime, anywhere. Economic and competitive pressure forces everyone to do more with less, to serve customers faster and better. The common use of cordless and wireless technology in everyone’s personal lives has established expectations of freedom and flexibility that are brought to the office. People are no longer willing or able to be tied to a desk waiting for the phone to ring. However, with competitive pressure so great, they cannot take the risk of missing those important calls, either. The Avaya TransTalk® 9040 system delivers the benefits and accessibility of a wireless phone with all the power and functionality of a wired desk telephone. 

TwoTransTalk® 9040 Voice Terminals with DRM 
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TransTalk® 9040 Voice Terminal Attributes

Each 9040 includes one standard battery and a charging cradle and power supply that connect to standard AC power. The charging cradle will charge the handset battery and an optional spare battery pack that may reside in the cradle's spare battery garage.

· The antenna on the handset is user-replaceable.

· The handset is offered only in matte-black, while the DRMs are matte-beige.

· Optional headsets are supported, with connectivity to the 9040 being provided via an adapter cord.

· A Quick Reference Guide is included with each 9040.

· The simple field registration procedure with the DRM makes field replacement of a damaged handset a simple task.

The TransTalk® 9040 is an in-building wireless system that provides a mobility solution up to a 900’ range from the Digital Radio Module (DRM) depending on the environment. 

An outdoor enclosure is also available, allowing the mounting of up to two DRMs per Outdoor Box outside the building for extended coverage. All DRMs must be connected together with the provided Synchronous Cable. Longer cables for Outdoor Box to Outdoor Box DRM cabling are also available.  

The Avaya TransTalk® 9040 solution integrates fully with IP Office. The DRM connects directly to the Digital Station port on IP Office, users have the same call-handling flexibility and control that they have with their desk telephones, combined with the mobility of a wireless system. A built-in headset connection for true “hands-free” mobility and increased productivity is included with all TransTalk® handsets.

With the TransTalk® 9040 system’s 4-Line display capability, users can set priorities and handle calls more effectively, helping to improve productivity and customer service. Caller ID and message waiting notification are readily available, so that employees will be accessible anytime, anywhere.

Analog Terminals (POTS)

As well as providing a lower cost alternative to system specific terminals, analog terminals can still deliver a high degree of functionality. They are particularly appropriate in applications where users are using Computer Telephony (CT) for a high proportion of call control.

Uniquely, analog terminals that are compatible with caller display functionality can display the telephone number of the calling party if available. Simple programming of IP Office can convert that numeric display in to the company name associated with that number.

Feature activation by analog terminals is via a short code. IP Office is pre-programmed with a default set of short codes but these can be changed to mimic a legacy telephone system as required. IP Office supports POTS conforming to SIN227.
►Integrated Value Added Applications that Increase Revenues and Employee Productivity

Messaging Platforms

Messaging is one of the many applications provided to increase business efficiency and improve client handling. Voice mail provides the equivalent of a telephone answering machine on every employee’s desk; in fact, voice mail features can be allocated to remote employees even though they may not have a desk or telephone in the main office.

Voice mail allows callers to leave messages for associates when they are out of the office, away from their desk or engaged on another telephone call. Voice mail messages can be retrieved either locally or remotely via any telephone (users will be prompted for a PIN number if they are using any telephone other than their assigned extension or a trusted location, for example, their mobile telephone). 

Alternatively, users can forward voice mail messages to their email and access it using a PC. This approach allows use of a PC to display two different types of messages. It also frees your telephone for incoming calls while using a PC to playback voice mail. In this scenario, voice mail messages can also be forwarded, just like any email. For full integration with Microsoft Exchange server and control of voicemails from your client PC, please refer to the Integrated Messaging description provided later in this document.

Voice mail, when used in conjunction with the IP Office PhoneManager application, ensures that users will never miss a customer call again, even when the caller decides not to leave a voice mail message. In this case, the caller’s number will be left on the Caller Display of the telephone and/or PC screen, allowing for call back upon the user’s return. 

All IP Office systems have been specifically designed to give <CUSTNAME> a competitive edge, by providing a total communications system. Consequently, a Voice mail application is provided as standard on all IP Office systems. 

Two messaging applications are available. VoiceMail Lite is the standard voice mail application provided with all IP Office platforms. VoiceMail Pro builds on the features and facilities offered by VoiceMail Lite and can be tailored to meet the individual needs of <CUSTNAME> by adding applications such as auto-attendant. 

Both VoiceMail Lite and VoiceMail Pro applications can reside on a Windows 95, 98, NT or 2000 PC. Communication between IP Office and this ‘voice mail server’ is via IP over a LAN connection. No specific hardware is required – not even a PC sound card. 

The VoiceMail server is multi-lingual and can offer different prompts depending on the user’s preferred language, independently of the other internal users’ set-ups. Similarly, external callers can hear prompts in their own language depending on their incoming call route (e.g. based on CLID/ANI or DID). This is very useful to multinational companies or in multi-lingual markets.

VoiceMail Lite

IP Office’s standard VoiceMail application allows detailed, confidential messages for individuals and Hunt Groups to be left and collected 24 hours a day, 365 days a year. It can handle up to 4 simultaneous calls. When enabled, VoiceMail Lite automatically answers each user’s telephone when they are not available to take a call. Personal greetings can be recorded, providing confirmation that the intended recipient will actually receive the message. 

Messages may also be played as a continuous loop. This allows information to be heard, but no message to be left. The caller may press a key on the telephone at any time to be transferred to a pre-determined number, usually the receptionist or secretary.

When voice mail messages have been left, the number of new messages waiting will be displayed on the Phone Manager application and/or the telephone caller display panel if used. VoiceMail Lite can also periodically ring a user’s extension to deliver new messages. When voice mail messages are left, they are time and date stamped and the caller’s number recorded. Once listened to, old messages are deleted 24 hours after being left. Alternatively, they may be saved permanently. 

Voice mail can be collected remotely by dialing the VoiceMail Lite server. Using the security inherent in all IP Office systems, if the number the user is dialing from is "recognized" (home number or Mobile/Cell Phone for example), the user will automatically receive their voice mail as if collecting it from their office extension. This is especially useful when accessing your messages while traveling and using your Mobile/Cell Phone in hands-free mode. If the source number is not recognized, users will be prompted for a mailbox number and a PIN code for that mailbox, before they can access voice mail. Users have the ability to set and change their own PIN codes.

When a voice mail message needs to be copied to others, VoiceMail Lite provides many options:

· Messages can be simply forwarded to another mailbox, or group of mailboxes

· Recipients can append their comment to the voice mail before forwarding to another mailbox (es). 

Alternatively, voicemails can be forwarded as an email message.

VoiceMail Pro

VoiceMail Pro builds on the features and functionality offered by VoiceMail Lite, and can be tailored to meet the individual needs of <CUSTNAME> and can be scaled up to 30 simultaneous calls if required. 

VoiceMail Pro allows message handling for individuals or groups, provides information to callers, assisting the operator during periods of heavy call activity, and more. The solution includes a powerful voice processing system and an easy to use graphical user interface ( VoiceMail Pro Manager.

The VoiceMail Pro Manager application allows far more to be achieved than just guiding a user to the group or extension they require. It allows VoiceMail Pro to dial back users, internally or externally, as soon as a voice mail message is left for them. It provides security; by prompting for a PIN code should a user wish to change their Forwarding or Follow Me number from an external telephone.

A single VoiceMail Pro server (PC-based) can provide voice mail services to multiple IP Office systems over <CUSTNAME>’s LAN, WAN, or a Frame Relay network. This is referred to as Centralized VoiceMail and can reduce costs, while facilitating communication between IP Office sites.

Other uses for VoiceMail Pro include Whisper Announce which prompts callers for information (usually their name) which is recorded and passed on to the user's extension (if free), allowing them to choose to accept the call or not. This is particularly useful for screening incoming calls where the CLID/ANI is withheld. VoiceMail Pro will not intrude onto busy extensions.

The Assisted Transfer feature allows transfer of a call to a destination, but allows the call to return to VoiceMail Pro automatically for other options should the called party be engaged, or not answer within a pre-determined time. 

By testing conditions (such as whether out-of-hours), calls can be routed depending on system or user-definable criteria. Conditions are constructed from a set of basic elements. These elements can be combined within a single condition to create complex rules. For example, the Week Planner can be used to define the company’s standard working hours, and then combined with the calendar to define exception days such as public holidays / vacation.

VoiceMail Pro also offers the concept of modules. Modules allow you to create sequences of actions that you want to share between several different call routing scenarios. These modules can be used to create a library of vertical voice mail applications or just easy dissemination to other IP Office voice mail sites, thanks to its import and export functionality.

VoiceMail Pro can also trigger external actions such as activating the external relays on the IP Office. For example, remotely checking the status of the office heating and then turning it on from your Mobile/Cell Phone on your drive in to work. 

Finally, a Speaking Clock, that takes its time from the Voice mail server, is built into VoiceMail Pro to minimize call charges.

In summary VoiceMail Pro adds:

· VoiceMail Pro Manager graphical user interface

· Customizable voice mail services for individual business requirements

· Personal Numbering 

· Audiotex and Auto-Attendant services 

· Sophisticated Queue Announcement facilities

· Conditions (e.g. test if ‘out of hours’)

· Call Recording 

· Campaign Manager 

· Speaking Clock

· Capacity of up to 30 ports 

Further details on VoiceMail Pro Manager functionality regarding Auto-Attendant, Personal Numbering, and Integrated Messaging are described later in this section. 

Auto-attendant

In addition to its advanced voice mail facilities, VoiceMail Pro provides an easy-to-use, multi-level configuration tool ‘the VoiceMail Pro Manager’ which allows network managers and system administrators to construct an interactive system, based upon DTMF telephone key entry. 

At its most basic, this allows an Auto-Attendant system to be built and configured to suit the way the company operates in the best interests of staff efficiency and customer service, be that on its own, or as a back-up for the regular operator when call volumes are high. 

As an example, VoiceMail Pro can be used to build an Auto-Attendant that prompts callers to "enter 1 for sales, 2 for support, 3 for admin, or 0 for the operator" allowing them to be transferred to the appropriate department without operator intervention. Alternatively, a list of personnel and their extension numbers could be listed, allowing the caller to directly access the person they want. For larger companies it could be department number listed first, followed by the list of employee extensions within the department. 

The latter two examples are ideal where company telephone operation has changed from a central operator only based system to Direct Inward Dial (DID), allowing callers to "learn" the required extension number from the prompting of VoiceMail Pro, and then in future dial the extension number directly. Auto-Attendant operation is also ideal where multiple languages are required, for example. "Dial 1 for English, 2 for German, 3 for French.”

AutoAttendant Created using VoiceMail Pro Manager
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Personal Numbering

The ability to easily contact your employees is all-important in winning and maintaining business. VoiceMail Pro offers users the ability to remotely turn their voice mail on or off, set their email forwarding, edit their call forwarding, and follow me numbers. Together these actions provide a comprehensive Personal Numbering service for the user who needs to remain in contact regardless of their physical location.

Diagram Illustrating Personal Numbering
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Presentation of Voice mail to Email

As standard, both VoiceMail Lite and Pro allow for a simple voice mail alert or the entire voice mail to be forwarded or copied to any MAPI compliant Email application (Microsoft Outlook, Exchange, etc.) as a .WAV file attachment. This allows emails and voicemails to be unified and collected from a single source – the email client. 

The simple alert option (which forwards only the time, date and caller’s number information) has been designed for use with commercial Short Message System (SMS) services whereby this information can be forwarded to the display on a Mobile/Cell Phone or Pager when the user is away from the desk. This email notification, forwarding and copying, can be done for all voice messages or on individual selection and can be activated remotely. This is beneficial if you are working from home and have an email connection available.

Forwarding voice mail to Email is one element of unified messaging and is particularly useful for group voice mailboxes as it allows a single voice mail message to be copied to the Email of every member in that group. 

While not directly supplying or supporting fax software, the same result can be achieved with fax to the desktop or client fax applications when using fax servers. This then allows Microsoft Outlook to be utilized as a low-cost unified messaging solution. The many benefits of unified messaging include security (as faxes are sent to the users PC rather than on paper for everyone to see), ease-of-use and efficiency in terms of storage and retrieval of messages and the great gains that can be made in overall workforce efficiency and productivity.

Presentation of VoiceMail to Email
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Integrated Messaging

Integrated Messaging allows increased productivity through easier management and prioritization of email and voice mail messages through one inbox. This optional application integrates IP Office VoiceMail Pro and Microsoft Exchange email systems. 

By keeping the voice mail messages on the Voice mail Server, bandwidth is kept to a minimum (each message is only a few hundred bytes rather than a few Megabytes) and therefore reduces the load on the computer network.

Users can listen to their voicemails either through their PC speakers, an associated desktop terminal, at home or on a Mobile/Cell Phone if diverts are set at the desktop. The latter option is useful when working from home or on the road as it avoids downloading large voice mail files for playback on a multimedia PC.
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Integrated Messaging user interface

The interface offers the following options to the user of Integrated Messaging on IP Office:

· Playback via your handset, multimedia PC or Mobile/Cell Phone

· Forward voicemails to other mailboxes

· Delete

· Answer in any order

· Copy

· Fast Forward

· Rewind

· Time and Date stamp

· CLID/ANI information if external, or caller’s name if internal

When presented in Outlook, voicemails will appear similar to emails. Contained within the header message will be the caller’s number information (if the CLID/ANI is available) or a name if the call is internal. If the name is not contained within the IP Office directory then the extension number will be shown.

With Integrated Messaging, the email server and desktop terminal are synchronized i.e. deleting a voice mail will remove the relevant email notification and, vice versa, the red message waiting light will disappear if a voice message within Outlook is deleted.

Campaign Manager

As part of VoiceMail Pro, Campaign Manager enables repetitive information gathering (such as brochure requests) to be fully automated, leaving agents free to deal with other more complex calls that require human interaction. A sequence of recordings are played to the caller with time in between each recording to allow the capture of the caller’s spoken answers and/or the caller’s key presses via DTMF. At the end of the transaction, the caller can be thanked and the completed transaction retrieved by an agent via a web interface or a short code. 

Campaign Manager allows calls in queue to “break out” of the queue, or be directed in an “Overflow” situation to complete their transactions thereby increasing customer satisfaction by effecting an ‘answer’ to their call. This minimizes the number of customers give up when forced to wait in a queue or even worse, hear a recorded message stating that they are calling outside of “office hours”. 

Call Recording

IP Office VoiceMail Pro also offers the ability to record calls for a variety of applications, such as for training purposes or to monitor abusive callers. Recording can be initiated manually by agents or automatically. Recorded conversations can be later recalled in the same manner as voice mail messages.

Automatic recordings can be set via the IP Office Manager for a selection/all calls based upon a variety of criteria such as dialed number, caller’s CLID/ANI, agent extension number, inbound/outbound, account code, and time of day. Manual recordings can be invoked by Phone Manager, the “record” soft key on the display terminals, or by placing the call on hold and invoking a short code.


Avaya™ IP Office Compact Business Center

Avaya™ IP Office Contact Center solutions are modular and designed from the ground up to manage and enhance your customers experience when they call your customer-facing departments. This means that <CUSTNAME> can pick and choose the functions most relevant to your business and add additional functionality when it is necessary.

Avaya™ IP Office is a converged communications platform that includes advanced automatic call distribution (ACD) designed specifically for the needs <CUSTNAME>’s contact centers. Avaya™ IP Office provides features such as hunt groups, overflow groups, and hot-desking, and enables calls to be routed by DID and CLI or ANI. This allows <CUSTNAME> to handle calls from customers effectively and quickly and even to prioritize your most important customers easily.

Avaya™ IP Office Compact Business Center is an entry-level management tool for small customer-facing departments. It provides graphs in real time for a 24-hour period, and historical information for up to three groups, which can be stored for a maximum of 31 days. In addition the offer includes system-wide information on the operation of the system as a whole, as well as information on key business performance indicators, like lost calls, trunks free, agents free, queuing time, and much more.

Avaya™ IP Office Compact Contact Center 

Avaya™ IP Office Contact Center solutions are modular and designed from the ground up to manage and enhance your customers experience when they call your customer-facing departments. This means that <CUSTNAME> can pick and choose the functions most relevant to your business and add additional functionality when it is necessary.

Avaya™ IP Office is a converged communications platform that includes advanced automatic call distribution (ACD) designed specifically for the needs <CUSTNAME>’s contact centers. Avaya™ IP Office provides features such as hunt groups, overflow groups, and hot-desking, and enables calls to be routed by DID and CLID or ANI. This allows <CUSTNAME> to handle calls from customers effectively and quickly and even to prioritize your most important customers easily.

Avaya™ IP Office Compact Contact Center (CCC) is a highly modular contact center solution catering to all contact center sizes, from 2 to 75 agents. The following modules are available for purchase:

· CCC Server – provides one supervisor position with real-time information view, management by exception, and historical reports for any aspect of the contact center. Also included are five agents and one full-functionality PC wallboard. Over 40 standard reports can be produced. All users can immediately use a PC wallboard to view basic statistics for the whole contact center.

· Additional Agents – additional agents can be purchased in packs of 5, 10, 25, and 50.

· PC Wallboards – PC wallboards allow agents to see their own individual statistics, those for their group, or those for the whole contact center. Agents can customize their view so that information is presented in the way that is most useful to them. In addition, supervisors can set particular messages to appear on PC wallboards as a motivational or informational tool.
· Additional Supervisor Positions – as many supervisor positions as required can be purchased. Provides a supervisor with the ability to monitor the service being provided to callers in real time.
· Report Designer – provides supervisors with the ability to create their own customized reports on the contact center’s activity.
· Agent Rostering Interface – the CCC server works with a number of workforce rostering packages, including those from Blue Pumpkin. This module enables these packages to operate with the Avaya™ IP Office Compact Contact Center.
· Avaya™ IP Office VoiceMail Lite (included with the Avaya™ IP Office offer) provides simple queue management facilities—up to two comfort messages per ACD hunt group.

· Avaya™ IP Office VoiceMail Pro (available at an extra charge) provides advanced voice processing functionality for contact centers, including:

· Auto-Attendant, which provides a range of facilities, from simple announcements to multi-level menus. Callers can select the department or group they wish to contact by pressing the relevant keys on their telephone keypad or by speaking at the prompt.

· Advanced Queue Management, which announces queue position and estimated waiting time, with no limit on the number of queue announcements or comfort messages that can be played. The Queue Manager also enables callers to break out of the queue, leave a voice mail message, or talk with an operator.

· Campaign Manager®, which enables the capture of standard information (such as brochure requests) so that employees can transcribe the information during less busy periods, either through the telephone handset or via a Web-browser interface.

· Recording Services that allow calls to be recorded to a voice mailbox based on a number of criteria, including a specific request by the user, or automatically based on CLID, dialed number, or even time of day, allowing a supervisor to monitor employees for training purposes or handle abusive callers.

· A powerful, easy-to-use graphical user interface (GUI) that enables supervisors to set up and configure call flows, announcements, Auto-Attendant menus, and comfort messages for queued calls.


Computer Telephony Integration (CTI) 

IP Office is an open call-processing platform with rich support for both standards based and proprietary Computer Telephony Interfaces.

TAPILink Lite and TAPILink Pro Interfaces

This is a Microsoft TAPI 2.x and TAPI 3.0 interface that is enabled on each user’s individual computer terminal. This interface translates Microsoft telephony commands (as defined by TAPI) to those under-stood by IP Office and is suitable for integration with personal productivity applications such as MS Outlook, Goldmine, ACT!, and Maximizer. TAPILink Lite is a first party sub-set, which provides commands and events for screen-popping and simple call control only.

DevLink Lite and DevLink Pro Interfaces

DevLink Lite provides a simple API for capturing call details to be utilized by call costing systems. DevLink Pro provides an APIs for real-time correlation between extension and trunk connections, and is provided for use with external call recording equipment. 

Interaction Manager (Scheduled for a future release of IP Office)

As the worlds of telephony, computers, and the Internet continue to converge, increasingly customer contact now takes place not just by telephone but also by email, fax and the Web (Web chat, Web collaboration, and Web Callback). Interaction Manager allows customers to interact with <CUSTNAME> using their chosen media, by providing a unified interface for all these media types, while simultaneously delivering contact and customer-profile information to the agent’s desktop.

Multimedia Interaction and Collaboration

As the worlds of telephony, computers, and the Internet continue to converge, increasingly customer contact now takes place not just by telephone but also by email, fax, and the Web (Web chat, web collaboration, and web callback). Avaya™ Interaction Manager allows customers to interact with your company through the customer’s media of choice by providing a unified interface for all these media types, while simultaneously delivering contact and customer-profile information to the agent’s desktop. 

Note: Interaction Manager is a standalone application which is not integrated for reporting or management purposes with Compact Contact Center modules and is therefore most suitable for the contact center that wishes to dedicate a number of knowledge workers to multimedia customer interaction. Interaction Manager is not available in all territories.

· Telephony – Traditional telephony calls are presented to IP Office from the public or private network. Calls queue on IP Office and are detected, through TAPI CTI, by Interaction Manager. Interaction Manager logs the call to the database, picks up any associated caller details, and applies predefined routing rules based on dialed number or calling party identity. 

· Email – Interaction  Manager’s email response feature is designed to sort incoming email messages, weed out electronic junk mail, and automatically route the remaining messages to designated knowledge workers using predefined routing rules and provide screen pop notification of the email message. Interaction Manager can provide auto-acknowledgement to the sender, automatically respond and/or suggest responses to incoming emails based on business rules.

· Web Chat – Chat allows customers to request a live chat session as they surf a company’s Web site, facilitating “one-to-one” chat sessions in real time. Chat supports multiple chat sessions simultaneously and offers online Web collaboration in which a customer can navigate a Web site while participating in an online discussion with a company representative.

· Web Callback – Web Callback enables individuals visiting a Web site to request a Callback directly from the Internet simply by filling out a form that provides the information necessary to reach the customer at their convenience. The “call” is placed in the queue, and upon arrival at an agent’s desktop, it is identified as a Web-generated interaction and is accompanied by the Web form that the customer completed.

· iContact Agent Desktop – The iContact client interface converts the agent’s PC into an all-in-one communication and data tool by allowing agents to prioritize and manage all interactions in a single interface. Users can view queued emails, Web calls, live voice calls and information in one centralized screen. Basic telephone features include: dialing, answering, and transferring are accomplished with simple point and click movements. 

· Outlook Contact History Screen Pop – Interaction Manager provides simple and familiar Outlook Contact History for tracking and creating records of customer interactions with the business. If a caller ID matches the information in the Contacts list, a screen pop will provide the caller’s information to the agent. The agent can review customer history, design an appropriate response, and enter the details of the new request in the text area of the Outlook screen pop.

Multimedia Interaction Architecture
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Proactive Campaigns

As part of the multimedia contact center solution, the Proactive List Manager module facilitates importing and assignment of outbound calling lists to Proactive campaigns created in Resource Manager. This tool enables the administrator to manage outbound Proactive Campaign Lists. It provides the tools to create calling lists, attach these lists to outbound campaigns, and run the outbound campaigns. Proactive List Manager delivers a scheduled callback, customer care, or outbound sales contact to the knowledge worker group for processing. It allows the knowledge worker or agent to review details of the customer record prior to initiating the outbound contact. It can import outbound calling lists from Excel, Access, text files, or external databases. The system provides a real-time view of the campaign status, options to stop and start campaigns in real time, and options to attach and remove lists from campaigns through simple drag and drop movements.

With Proactive List Manager, there is no need for agents to log into separate queues for outbound dialing activities. Outbound campaigns can be activated to blend in when no higher priority inbound media are awaiting attention. Agents can be assigned single or multiple campaigns. When an agent selects one of the identified interaction results, the system automatically reschedules the record for a retry according to the time intervals set by the administrator. Alternately, agents can reschedule manually by utilizing a pop-up window to designate a specific date and time.
Key Telephony Features and Call Handling

For most companies, the telephone remains the prime means of contact with customers, prospects, suppliers, and colleagues alike. IP Office provides a comprehensive telephony feature set to enable a fast, courteous, and efficient response to a telephone call that can make the difference between winning and losing business. 

Features such as CLID/ANI display and alpha tagging allow employees to see who is calling and why before they pick the handset up. Client information can even be ‘popped-up’ on the user’s PC.

For associates who are not tied to a desk, wireless handsets offer mobility around the office. For those out of the office, be it on the road or working from home, comprehensive and easy to use call forwarding and following facilities and remote access server software allow them to remain in telephone contact and access centralized resources at all times.

Incoming calls can be efficiently handled using either Direct Inward Dialing (DID) or dedicated operators. For after hours calls or times when you just can’t take calls, IP Office provides voice mail and Auto-Attendant services.

►Easy to Manage, Maintain and Install

System Management and Installation Highlights

A key requirement of any successful solution is its ability to be easy to configure and manage. The intuitive, easy to use, graphical user interface facilitates a short user training cycle. This section gives an overview of the management applications, common to all IP Office platforms.

· Manager ( IP Office’s main configuration tool

· Call Status ( Displays current call activity

· Call Logger ( Outputs call detail records for off switch processing

· Monitor  ( A trace utility for trouble shooting

· Signaling Network Management Protocol (SNMP) ( SNMP support

· Lightweight Directory Access Protocol (LDAP) ( LDAP client

Manager Client

The Manager Client application is IP Office’s main configuration tool. Utilizing Windows look and feel, Manager provides a familiar interface for both installation configuration and subsequent moves and changes. Protected by passwords and definable user rights, Manager provides customizable application that allows it to operate according to the individual users level of expertise. In doing so, Manager can be safely provided to users to allow them to easily carry out ongoing management of their installation without risk of causing system outages.

Manager allows installation and maintenance engineers to prepare and review a configuration file for an IP Office unit off-line, or extracts the current configuration from a live system to a PC file to merge it with new data. A single Manager can administer multiple sites, pulling up configuration images whenever required to administer a remote site. 

IP Office Manager operates on a copy of the configuration held either locally or on a network drive. Configurations are prepared and reviewed offline before committing to the IP Office. This has the benefit of ensuring a backup copy of the system configuration is always available for disaster recovery.

Manager Client Screenshot
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After editing a configuration, Manager can send the configuration file to the system. Manager is also used to upgrade the IP Office system software. IP Office has a flash memory that always stores a copy of the last configuration sent to it via the Manager application. Whenever the main unit reboots, the configuration is sent from flash to RAM. Therefore, if users make changes to the configuration using, for example, Phone Manager or short codes, the configuration in the flash memory will be updated to reflect these changes. This is done automatically every day between 12:00 a.m. and 12:30 a.m. However, this will only occur if a user has made a change or a configuration that has not been manually sent during that day. Manager can also be used to manually initiate a backup of IP Office’s configuration.

Call Status

The Call Status utility provides management information that displays all telephone and data calls that are currently active on the IP Office system on a PC. This includes status of all of the active telephone and data calls on the system, and a list of incoming calls that have not been answered. The Active Calls List displays the time the call was made, the extension either making or receiving the call, the number dialed (or received CLID/ANI, if available), the party at the other end of the call (if known), the direction of the call, the current status of the call (Idle, Ringing, Connected, Disconnected, Suspended, Resuming, Dialing, Queued, Parked, or Held) and the length of time the call has been active.

Call Status Screenshot
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The Call Status utility allows a PC to display all telephone and data calls that are currently active on the IP Office system. Call Status displays two windows, one on top of the other, in one window. The top window is a status of all of the active telephone and data calls on the system, the lower window will collect a list of incoming calls that have not been answered. Call Status is also extremely useful in establishing if data calls are in progress.
The Missed Calls List displays the date and time the call was received, the extension that was receiving the given call, the number received via CLID/ANI, the party at the other end of the call (if known) and the length of time the third party waited for an answer before hanging up.

Monitor

Monitor is a real-time maintenance utility which displays input and output from IP onto the LAN or WAN. As an example, it can selectively display layer 1, 2, or 3 messaging between IP Office and the ISDN network. Monitor is provided to assist IP Office troubleshooting.

Monitor Screenshot
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Call Logger

A call logger utility is included which allows the detail of all calls to be sent to a file on the PC. Third party applications can then use this data to allocate costs to departments, analyze trunk capacity, report usage against account codes, or other applications. The call logger utility does not provide any reports or graphical analysis of telephone usage. Access to call logging information is also available through the ‘DevLink Lite’ CTI interface.
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Signaling Network Management Protocol (SNMP)

IP Office provides basic SNMP support to allow polling of status/stats through standards based third party tools for sysDesc, TCP/IP, UDP, ICMP, and Interface groups.

Lightweight Directory Access Protocol (LDAP)

LDAP (Light weight Directory Protocol) is a standards based protocol for directory access. Most enterprise directories, such as Microsoft’s Active Directory, support this industry standard. IP Office has built in LDAP client to support synchronization of users and phone numbers with LDAP complaint directories.

Summary Statement

For the first time, a single voice and data communications solution has been designed and optimized for small and mid-size enterprises to satisfy the requirements for cost, convenience and performance. IP Office is available at a package price from a single vendor – Avaya™. IP Office’s integrated open architecture provides converged voice, data, and applications. <CUSTNAME>’s enterprise can be supported using IP Office’s flexible, standards based out of the box solution that can be used for stand-alone, multi-location or a branch office of a large corporation. IP Office allows <CUSTNAME> to serve the specific needs of your customers now, and to grow with your future requirements.

With its rich set of integrated applications and essential business functionality, like messaging, contact center, and CTI, IP Office is the ideal answer to the growing demand for IP-based communications and single-network systems.

* * All trademarks identified by the ® or ™ are registered trademarks or trademarks, respectively, of Avaya Inc. All other trademarks are the property of their respective owners.



Avaya IP Office offers an industry standards based, common �data and voice communications platform across multiple sites, with feature transparency.





� EMBED MSPhotoEd.3  ���


A 2002 Product of the Year** for your all-in-one solution to communication challenges – 


Avaya™ IP Office





Avaya IP Office is an industry standards-based platform with fully integrated applications, in an “all-in-one” rack- mountable, cost- effective box.








� EMBED MSPhotoEd.3  ���


A 2002 Product of the Year** for your all-in-one solution to communication challenges – 


Avaya™ IP Office





Avaya IP Office fills the gap between circuit-switched PBXs of yesterday and the IP-only solutions of tomorrow.





� EMBED MSPhotoEd.3  ���


A 2002 Product of the Year** for your all-in-one solution to communication challenges – 


Avaya™ IP Office





Avaya IP Office is an industry standards-based platform with fully integrated applications, in an “all-in-one” rack-mountable, cost-effective box.








� EMBED MSPhotoEd.3  ���


A 2002 Product of the Year** for your all-in-one solution to communication challenges – 


Avaya™ IP Office








** Green, A. 2002 Products of the Year: Avaya’s IP Office. Communications Convergence. <(CMP Media LLC at � HYPERLINK "http://www.unitedtelecom.com/ipoffice.pdf" ��www.unitedtelecom.com/ipoffice.pdf�> (20002, January).








**Green, A. 2002 Products of the Year: Avaya’s IP Office. Communications Convergence. <CMP Media LLC at � HYPERLINK "http://www.unitedtelecom.com/ipoffice.pdf" ��www.unitedtelecom.com/ipoffice.pdf�> (2002, January).


** Green, A. 2002 Products of the Year: Avaya’s IP Office. Communications Convergence. <(CMP Media LLC at � HYPERLINK "http://www.unitedtelecom.com/ipoffice.pdf" ��www.unitedtelecom.com/ipoffice.pdf�> (2002, January).


** Green, A. 2002 Products of the Year: Avaya’s IP Office. Communications Convergence. <(CMP Media LLC at � HYPERLINK "http://www.unitedtelecom.com/ipoffice.pdf" ��www.unitedtelecom.com/ipoffice.pdf�> (2002, January).





Communication without boundaries


_1078734558.bin

