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Cisco Unified Communications for the Telecom and Voice Expert

What Can Cisco Unified Communications Do for Your Organization?

In today’s fast-paced business environment, annizgdon’s employees increasingly rely on a varigtgommunications technologies and
devices. Despite the proliferation of e-mail, imétanessaging, voice messaging, fax, rich-mediaazenting, and other technologies, however,
communication bottlenecks still occur all too freqtly.

According to a recent Forrester Consulting studymissioned by Cisco Systefh&8 percent of respondents reported experienainiggt delays
at least once a quarter, while 27 percent said setfacks occurred as often as once a day. Thewréasthese delays, survey respondents said, was
the inability to quickly communicate with peerspswisors, or subordinates.

THE RIGHT RESOURCE AT THE RIGHT TIME
The Cisc8 Unified Communications system of voice, video #dCommunications products and applications hetparizations communicate
more efficiently so that workers can streamlineihess processes, reach the right resource theifivst and increase profitability.

Cisco Unified Communications is a family of Cisamgucts and applications designed to meet an azghon’s entire range of communications
needs, including call management, rich-media cenfging, voicemail and messaging, customer confagihones and endpoints, video telephony,
videoconferencing, and unified communications ¢ien

This paper provides a detailed overview of Ciscdfieeh Communications to help those responsibleniaking voice and telecommunications
decisions. Topics discussed include:

¢ Specific solutions and technologies that Cisco iddifCommunications offers

* The many benefits Cisco Unified Communications jutes, and expectations in terms of return on imaest (ROI)

« How to migrate to a Cisco Unified Communicationsteyn

« How migrating to Cisco Unified Communications caakm voice decision makers and telecom managersmuenstrategic to the organization

Q. What is Cisco Unified Communications, and how dbésffer from voice over IP (VoIP), IP telephorgmnd IP Communications?
A.

« VoIP refers to a way to carry phone calls overRudta network, whether the public Internet or myanization’s own internal network. One of
the primary attractions of VoIP is its ability telp companies reduce expenses because telephtseazd| over the data network rather than the
phone company’s network.

< IP telephony encompasses the full suite of teleplsenvices enabled by VolP, including the intercaation of phones for actual
communications; related services such as billinydialing plans; and basic features such as camfere, transfer, forward, hold, and many
more. These services might previously have beeviged by a private branch exchange (PBX).

« IP communications evolves the concept to includgr®ass applications that enhance communicatioeadble applications such as unified
messaging, integrated contact centers, and richanoeferencing that combines voice, data, andovide

« Unified communications takes IP communicationsep $tirther with technologies such as Session tiatiaProtocol (SIP) and presence and
mobility solutions. These technologies unify andly all forms of communication—independent of lacat time, or device. Unified
communications users can be reached at any tinesl lwastheir preferences and can communicate thrangimedia using any device they
prefer. The multiple phones and devices, along thighmultiple networks (fixed, Internet, cable eflite, or mobile) are brought together by
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unified communications. With unified communicatiposers can be geographically independent and comations can be transparently
integrated with business processes, streamlinisgbas and improving productivity and profitability

More information about the differences between VoPtelephony, IP. communications, and unified camizations.

Another resource is theisco video on demand, “Understanding VolP, IPT™ BC.”

For more information, browse f@isco Press booksn IP Communications.

Q. What business demands affect the need for CisciediCommunications?

A. The multiplicity of communications devices amongddy's workforces has not solved an obvious probleow to access an important
colleague or decision maker in a timely mannea tecent Sage Research study, 36 percent of respenshid they could not reach colleagues on
the first attempt, and 52 percent said they wereefib to use multiple means of contact.

Why has the proliferation of communications teclogis—including e-mail and voicemail—not eliminatesnmnunication bottlenecks? First, the
modern enterprise is awash in communications dsytbe average is more than six devices per empl@gzording to Sage Research. As a result,
workers are overwhelmed with messages, weeklyvimcehundreds of e-mail messages, instant messagés/oicemail messages, making it
difficult to respond in a timely manner.

Meanwhile, workforces are increasingly mobile amsdributed, making it difficult for workers to engain any meaningful collaboration with
colleagues and to be accessible to customersgoarend other important contacts.

Project delays are the inevitable result of commations bottlenecks. In turn, project delays canssed deadlines—and opportunities.
Productivity and quality of work decline, and emye frustration rises. Customer service and chaueméherships inevitably suffer.

When decisions take longer to make, an organizaioot as nimble as it could be, and therefoie ltss competitive. Technology and
communications resources are squandered. Straméiatives, such as just-in-time manufacturingg atymied. And an ineffective communications
system means higher costs (from long-distance fesegl costs, and more).

In an effort to solve these daunting challenges)ynmganizations deploy devices (such as basiptieiee service phones, cell phones, pagers,
laptops, and personal digital assistants [PDAS]) applications (including third-party audio and Wahd videoconferencing services) that are not
integrated. This strategy inevitably creates comination “silos” that cannot talk to one anothere$a silos make traditional communications
systems unnecessarily expensive, constrictedediffio administer, and unable to offer spontaneongoing, full, and deep collaboration.

Q. What are the top-level benefits of Cisco Unifiech@ounications?

A. The Cisco Unified Communications system strengtivemsiections to securely provide better, more aatwallaboration; quicker decision
making; reduced communications bottlenecks; andorga overall efficiency. With more informed, resgove customer service, organizations can
improve customer loyalty, sales, and profitability.

« Boost productivity—A unified communications solution can significantlghance an organization’s communications by redugioductivity-
draining bottlenecks. According to a 2005 Sage &ebereport, workers with access to a unified comigations system save an average of 55
minutes per day in productivity.

« Align communications solutions to business processe The Cisco Unified Communications portfolio providgricture and intelligence to
business communications, helping organizationsstiiee and integrate their communications moreatjowith business processes—ultimately
connecting users to users instead of devices toeev

« Reach the right resource the first time, using theight medium—Using the reach and intelligence of the networlletiver presence and
preference information, Cisco Unified Communicasidrelps ensure that information and interactiomshreecipients quickly using the most
effective medium. Designed for ease of use, itustrs quickly access the people, tools, and cotiteyp need wherever they are, based on their
own rules and preferences.
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» Advanced, real-time collaboration—With Cisco Unified Communications, businesses adlalorate in real time using advanced applications
such as videoconferencing, integrated voice- antdteferencing, mobile IP soft phones, voicemaitl emre—from an integrated, easy-to-use
interface. The solution saves time and helps cbotsts while improving productivity and competéiess.

« Communications solutions existn the network, noton it—Cisco Unified Communications products combine titelligence in the network
with sophisticated IP Communications applicatiandéliver a comprehensive system that works togétheffer more effective communications.
Cisco Unified Communications applications existhia network, rather than “on” it. As a result, @igdnified Communications can easily
accommodate emerging business processes, appigatiod new devices, helping organizations sectaklyadvantage of the resources and
applications they already have. In addition, aranization can migrate to new communications teabgies based on business needs rather than
technical limitations.

« Easy deployment, configuration, and administratior—Easy-to-use tools make it simple for telecom marsagedeploy and configure Cisco
Unified Communications solutions and to adminisigch tasks as moves, adds, and changes.

For more information, visit any of the following:

http://www.cisco.com/go/voice

http://www.cisco.com/go/unified

http://www.cisco.com/youinc

http://www.cisco.com/go/ipc

http://newsroom.cisco.com/dlls/innovators/VolP/irdgml

Q. What specific solutions and technologies are inetlith the Cisco Unified Communications family obgucts?
A. The Cisco Unified Communications portfolio of pratiiincludes the following components:

IP Telephony

¢ Cisco Unified CallManager—Call-processing software that manages voice angbvidills between IP phones, media processing deWwoeP
gateways to the public switched telephone netwB&IN), and multimedia applications

« Cisco Unified CallManager Express—Software embedded in Cisco integrated servicegrstid provide call processing for small businesses
and branch offices

¢ Cisco IP Communicator—Software that delivers advanced telephony functtordicrosoft Windows-based personal computer<hsico
Unified CallManager and Cisco Unified CallManagepEess users

¢ Cisco Unified IP phones—Includes hard, soft, and video phones for all typfdsusinesses and users from the executive dffitkee factory floor

Presence and Instant Messaging
« Cisco Unified Presence ServerUses dynamic presence information, helping usegsicthe availability of colleagues in real timedamovides
a standards-based instant messaging (IM) service

Unified Communications Applications
« Cisco Unity® Unified Messaging—Helps users listen to e-mail over the telephoneckivoice messages from their PC inbox or the heterand
send, receive, or forward faxes to wherever they ar

« Cisco Unified Video Advantage—A video telephony solution that easily adds videetery communications experience, using the distéied
Video Advantage software application and Cisco \@m@ra Il, a video telephony USB camera

« Cisco Unified Personal Communicato—An integrated communication client that providesvpdul productivity tools, including voice, video,
presence, and Webconferencing
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« Cisco Unified MeetingPlac& solution—Combines voice, video, and Webconferencing capi#silin one solution that can be integrated with
Microsoft Outlook and IBM Lotus Notes calendarsteamline the process of setting up and atterritthgmedia conference sessions

« Cisco Unified MeetingPlace Express-Includes feature-rich voice and conferencing witaB\Cisco Unified IP phone, and touchtone phone
interfaces for setting up and attending meetings

Mobility Solutions
« Cisco Mobile Connect—The single-number reach feature of Cisco UnifiedoMtyManager that helps mobile users publish gl&rphone
number to customers, colleagues, and partnersareldalls routed to whichever device is most coierdrat any given time

Customer Contact Solutions

« The comprehensive family of Cisco Unified Contact énter products, including the Cisco Unified Intellgent Contact Management and
Cisco Unified Contact Center products—Help organizations provide better response timdendlso making more effective use of internal
resources

« Cisco Unified Customer Interaction Analyzer—Allows call centers to interpret, analyze, and ustéend customer interactions; it provides
complete business context and meaning to eachmasiateraction by turning unstructured customélrazmntent into structured, usable data and
by drawing from multiple data sources relevanti® ¢all center; it also provides call centers wighiv and advantageous insights into each
customer interaction and has the potential to feamshow call centers service and retain custorapdshow they recruit, train, coach, and
measure customer service representatives

Management Solutions

« Cisco Unified Communications Management Suite, inalding Cisco Unified Service Monitor and Cisco Unifed Operations Manager—
Helps businesses actively monitor Cisco voice etgmim the network to discover potential problemajntain quality and user satisfaction, and
minimize service downtime

For more information about Cisco Unified Commurnimas$ products, read th@isco Unified Communications Solutions Guide

Compare Cisco Unified Communications products amdices

Cisco IP phones brochure

Information about the accessibility of Cisco Unifi€ommunications solutions

Learn abouthird-party productivity applications from Ciscaleology developer partnettsat enhance the Cisco Unified Communicationsesyst

Additional information about rich-media conferergin

Q. Can Cisco Unified Communications support an orgaitn’s mission-critical contact center applicat@n

A. Yes. Cisco Unified Contact Center, part of the Gismified Communications family of products, proesda platform for deploying and
managing agents anywhere in the world from a siagfgication that is supported on your fully redant high-availability data network. You
have the level of fault tolerance and resilien@t tfou expect from your solutions today, withoutihg to deploy contact center infrastructure into
each location.

In addition, the Cisco Unified Contact Center alloyou to take advantage of advanced applications tnansparently than a TDM solution allows.
For example, with Enterprise Expert (a Cisco Udifi@ontact Center product), you can easily integmdeurces from outside the contact center and
make them available to agents and customers. ¥ Clnified Customer Interaction Analyzer, anot@eco Unified Contact Center product,
allows you to measure customer satisfaction onyesedt and to measure agent performance more afédet

Learn more about Cisco Unified Contact Center petsiu
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Q. What types of organizations would benefit most fiGisco Unified Communications?

A. Cisco Unified Communications can benefit a varigtgrganizations, ranging in size from small andlinm-sized businesses (SMBs) to
global enterprises in the areas of financial sesjigovernment, healthcare, education, retail gggddnal services (such as legal and engineering),
hospitality and travel, entertainment, and more.

Find Cisco Unified Communications and voice solusigpecific to your company’s industry

More information forsmall and medium-sized businesses

More information forarge organizations

Q. What benefits and return on investment (ROI) ase€iustomers realizing from Cisco Unified Commatians?

A. Organizations using Cisco Unified Communicationsdoicts are streamlining communications, reducirgis;doosting productivity, and
improving customer satisfaction. The following aréew examples of the benefits Cisco customerseal&zing from Cisco Unified
Communications solutions.

« Reduced costs-Customers of Cisco Unified Communications solutiomginely cite dramatically reduced costs as aombgnefit.

— NCR Corporation of Dayton, Ohio, is saving millioofsdollars annually after replacing its third-panibsted conferencing services with the
Cisco Unified MeetingPlace internal conferencingteg.

— Lyondell Chemical Company of Houston, Texas, exge¢d reduce its annual voice communications exgeehyg 22 percent four years
after it deployed Cisco Unified Communications, the company realized the 22-percent cost-savimgisvo years after deployment.

— Case Western Reserve University in Cleveland, Gtas,implemented Cisco telephony solutions thatigeovoicemail, call forwarding,
and other services. Cisco Unified IP Telephonytsohis cost the university 31 percent less to ih#hain a PBX system, and the university
is saving 85 percent on annual telecommunicatiovicecosts compared to a PBX system.

— SouthTrust Bank (now Wachovia) of Birmingham, Alatza is saving more than $5 million in communicasi@osts as a result of its
deployment of a Cisco Unified Communications syst€he cost reductions include 20-percent savingsdal and Frame Relay circuits;
51.3 percent in moves, adds, and changes; 93.8marcconference-call charges; and 38.4 percelohig-distance costs. In addition, the
bank expects to reduce overall voice and datarmgsteaintenance costs by about 15.4 percent annually

— GreenStone Farm Credit Services (FCS) of East hgn#lichigan, is saving approximately $12,000 ewarar in long-distance costs and
$15,000 in moves, adds, and changes as a restisad Unified IP Telephony solutions.

— ACH Food Companies Inc., Memphis, Tennessee, hais &lgle to discontinue outsourcing its PBX teleghmaintenance and operation,
saving $32,000 annually, by migrating to a Ciscdfidd Communications system.

¢ Increased revenue-The Cisco Unified Communications system has enaBbsk Western Reserve University to foster enhaoakaboration
between departments, students, and faculty, asaswélie entire community. As a result, the univgitsas experienced a 400-percent increase in
revenue resulting from inventions and a 21-peroerease in grants received.

« Enhanced productivity—With unified messaging, ACH Food Companies emplsyegort saving 20 minutes or more per day. Sitgil&fCR
reports that the Cisco Unified MeetingPlace solutias greatly reduced the time required to orgasieup, and manage virtual conferences
(audio, video, or Web).

« Improved customer service—GreenStone FCS has integrated its customer-retdtiprmanagement (CRM) system with the Cisco Unified
Communications system, enabling its employeesduige better customer service. For example, GreseSECS uses an in-house application,
SpreadChecker, which provides daily interest raths. Cisco Unified CRM Connector integrates thatliaation into Microsoft CRM and into
every customer call. When a customer calls, a Gtrre FCS employee can immediately see what tliernas's current interest rate is and offer
the customer a better rate.

« Better collaboration tools—ACH Food Companies’ mobile workforce now has richelia conferencing tools available during their étavFor
instance, while visiting clients, the company’sesdorce can use their laptops to establish atirealvideoconference, enabling the clients they
are visiting to ask questions directly of ACH Fd@dmpanies experts. The ability to facilitate ricedia conferencing in the field greatly
enhances the sales force’s ability to provide téievith personalized information from top-level entives.
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¢ Faster IT response time—Cisco Unified Communications is enabling ACH Foaah@panies’ IT department to commit to a 15-minusponse
time, compared to response times that ranged ffmitiutes to 24 hours when its telephony mainteaamad service was outsourced.

¢ The ability to focus IT resources on productive rater than administrative tasks—Cisco Unified Communications is enabling NCR's t&ff
to spend much less time managing basic adminisiragisks, such as facilitating moves, adds, andggs Cisco Unified Communications has
made network monitoring much easier as well, heipive IT department proactively detect and prepeoblems—thus reducing time spent
fixing them.

* The ability to provide a complete telephony systerto remote workers—Teleworker employees of Liz Claiborne Inc. can asdbe same Cisco
telephony features as their peers at the clotha@sigder/retailer’'s headquarters, including voicéisuadl caller ID. This setup gives the company
more freedom to hire people who otherwise couldoootmute to the headquarters office because afrdist preference, or disability.

For more information about these customer example$p the following links:

NCR Corporation

Lyondell Chemical Company

SouthTrust Bank
GreenStone FCS
ACH Food Companies
Liz Claiborne Inc.

Additional Cisco Unified Communications customeseatudies

Featured customer videos

For more information about ROI, try tiésco IPC Cost Savings Calculator

Q. How is Cisco Unified Communications different frarther telephony solutions?

A. Unlike telephony solutions from other vendors, Gikmified Communications securely integrates dthimation types—including voice,
data, and video—using intelligent technologies #ratbuiltinto, rather tharonto, the network. When your organization’s telephoolsons

are designed by the same company that built theankef your communications system can be transplgremniegrated with the business tools
workers use every day. You can streamline busipes®sses, and your organization’s communicatigsies is more reliable, flexible, secure,
and scalable.

Embedded in the Cisco Intelligent Network, the Gistnified Communications applications are also ekraware. They seek out the network
services they require—for example, an IP phone aaticaily retrieves the proper settings for powegoality of service (QoS), or a video-enabled
PC automatically retrieves the newest softwareierssand upgrades itself.

In addition, Cisco Systems offers its customereragiete end-to-end solution that can include ted@gthardware and software; network design
and infrastructure; service and support; additigmatiucts and services available from Cisco rese#lad partners; and flexible financing options.

Get more information about tli&sco Technology Developer Partner program anchésbers

Find a local partnethat can provide expert or specialized networkgitesonsultation, installation, and support sesic

Providers of managed services worldwide offer xilflle, wide range of product and service optionddst, easy, cost-effective implementation of
managed Cisco Unified Communications solutionsnfdesign and implementation to fully managed maeimtpand support. Learn more about
service providers with the Cisco Powered Networkigteation
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Q. What is involved in deploying Cisco Unified Commemiions?
A. The Cisco Unified Communications family of produatel Cisco networking technology are standardsebasd interoperable, helping ensure
a smooth migration path.

With the comprehensive ability to interoperate withur existing PBX, voicemail, and contact centdugons, Cisco makes it easy for you to take
advantage of your investment in networking and igppbns and still gain the benefits of the Cisaufléd Communications family of converged IP
business communications solutions.

The building-block approach of Cisco Unified Comrnmations provides organizations with a smooth titeors from—or coexistence with—older
equipment, including time-division multiplexing (M)-based telephony systems. There is no need forpea wholesale upgrade all at once.
Working closely with Cisco and its partners, youganmization can incrementally deploy Cisco Unif@dmmunications based on your business
plans and priorities—one site at a time, one fumeti@roup at a time, or whatever makes the mostestar your organization.

This steady migration path enables your organinaticbetter plan for future growth, simplify techogy adoption, improve deployment time, and
reduce overall costs. You can upgrade as your bssigrows, taking advantage of both your origineéstment in network solutions and innovative
new technology as it becomes available.

In addition, the Cisco Lifecycle Services approaatiines critical tasks required throughout thedjfcle of Cisco Unified Communications (and
other Cisco solutions), including the preparatiglanning, design, implementation, operation, aniihtipation. Your organization can work with
Cisco and its partners to develop a lifecycle sewiapproach that is tailored to your individuads A Cisco Lifecycle Services approach helps
ensure your organization’s migration to

Cisco Unified Communications is successful, effitjand at the pace you want.

In short, the goal of Cisco Systems is to make iasy as possible for you to help your organimdtiansition from a traditional telephony system to
IP Communications.

Learn more aboutisco Unified Communications service and support

Learn more abouhigration to Cisco Unified Communicatians

Video on demand that provides information at®aihk of America’s IP Communications migration

Find out abouSequoia Community Health Centers’ experience nimmgeb IP telephony

Information for small and medium-sized businesagrésted in migrating to IP Communications istideld in theQ magazine articléThe Future
Calls (on an IP Phoné)

Q. Does Cisco offer leasing or financing options?

A. Cisco Systems CapifaCorporation offers financing programs, includiegsing options, that can help your organizatiomedhe Cisco
technology it needs at a pace that is right foryauthout a major capital investment. With innovatigestomized financing, your organization can
maximize cash flow, preserve capital budgets, gairadvantages, reduce risk of obsolescence, &aid the flexibility to easily upgrade
technologies as needs evolve. In fact, 80 perddmisinesses now use leasing as an integral péreofbusiness strategy.

Your organization can also reduce initial investignfocusing on a usage model where costs of eggiip are matched to business revenue. This
setup allows you to spread the costs of equipmathsarvices over several years, freeing cash femaltive growth opportunities. At the same time,
you can avoid technology obsolescence and enjgipfeeupgrade options—all through a single souree dielivers all your technology equipment
financing needs.
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For small and medium-sized businesses, Cisco dffer€isco Systems Capital Easy Lease program. ithideprogram, Cisco Systems Capital
Corporation can finance deals as low as $1000 siitiplified, automated documentation that leadsimd credit approvals and faster funding.

More information abou€isco Systems Capital financing and leasing

“Making IP Telephony Affordable,&niQ magazine article, also provides helpful informatio

Q. How secure is Cisco Unified Communications?
A. |P telephony systems are potential targets of lrackko once focused only on PCs, servers, andagiications. Hackers are aided in their
search for vulnerabilities in IP voice systems iy dpen and well-known standards and protocols lngd#l networks.

Cisco solutions for protecting IP traffic of alltys are based on the Cisco Self-Defending NetwBEK\() strategy. The Cisco SDN presents an
innovative, multiphase security approach that dtarally improves the ability of IP networks to idép, prevent, and adapt to security threats. This
approach advances the Cisco strategy of integragngrity services throughout an IP network byvéeihg secure communications and new threat
defense capabilities at the systems level. Alse,systems-level approach helps enable a combow fon protecting the critical network elements
that deliver IP telephony services with three esaksecurity principles:

Secure connectivity and managementA Cisco IP network infrastructure reliably and sty connects the endpoints, call-control compaosient
and application services for effective operatiowvaite services on the network. The broad portfofi€isco technologies, products, and services
is designed to deliver numerous connectivity andagament options with exceptional levels of privamtegrity, and reliability.

Threat defense—In a converged network, security threats come inynfiarms, from many points of origin, and with acading effect on many
network systems, services, applications, and uEffiective protection against threats requiressaesy-level security approach. Through the
collaboration of security technologies and netwsekvices, the Cisco SDN defends against both kresvahunknown threats. It also provides
comprehensive security coverage, helping enabfende-in-depth security deployment that encompabgeentire network, including voice
systems.

Managing identity and trust—A truly secure network requires a contextual metfowastablishing the identity of connected usdeyjices, and
applications, as well as managing their associatizileges and trust levels. In voice systems, giaciple is important to prevent risks such as
unauthorized network access. Cisco products incatpscalable and secure technologies such aspedigasswords; one-time passwords;
digital certificates; and authentication, authadiima, and accounting (AAA) tools to help ensure idhentity and permissions of devices, users,
and applications at multiple points within the nethkv

By using Cisco security technologies and best mestyour organization can implement these priasifor comprehensive, system-level
protection across the Cisco Unified Communicatiofi@structure.

More information about thgecurity of communications solutions on Cisco |Bvagks

Q. Will an organization that migrates from a tradiibtelecom system to Cisco Unified Communicatidilsieave a need for the telecom
staff's expertise?

A. An organization that migrates to a unified commatians solution running on an IP network will stéiquire the expertise of voice and
telecom managers, and others in the telecom 3tadftelecom staff possesses valuable knowledgedéaperience in the complexities of
telephony that the typical IT department lacks.

For example, telephony specialists have a deeprstaaeling of end users’ business needs; expentis@iiking with carriers (a skill that remains
indispensable); knowledge of the requirements andealures for handling 911 calls; call-routing h@sictices; call-detail reporting; and more.

The need to handle these challenges does not éisapfen an organization transitions to an IP teday solution. In fact, rather than replacing the
need for telecom support staff, the migration tadlephony often enables voice and telecom expedgvelop important new skills, such as the
ability to set up and administer videoconferencifig a result, telephony specialists are even malgable to their organization, and ultimately,
their new skills can position them for strategib pportunities in the future.
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Undoubtedly, the migration to IP Communicationssprés an opportunity for telecom and datacom tearhs reorganized, improving efficiencies
and giving both teams the chance to learn newsslkibbr further information, read the sidebar irs thiide, “Migrating to IP Communications:
Best Practices.”

Q. Does a voice or telecom expert need Cisco cettiifingo manage a Cisco Unified Communications sy8te

A. To manage a Cisco Unified Communications system,dmnot need to earn Cisco certification or becarCIE® expert. The Cisco Unified
Communications system provides intuitive user fat®s, easy-to-use management tools, and readsettPuphones, so you do not need a deep
level of experience in IP telephony to deploy arahage the system.

However, Cisco training and certification helps ymvelop new skills and knowledge that will make yoore valuable to your organization, as
well as more marketable in your career.

Cisco offers three levels of general certificatiatith each level representing an increasing letelkpertise: Associate, Professional, and Expert
(CCIE certification). There are six different céction paths across these three levels, includimgfor voice that is designed for professiondis w
install and maintain voice solutions over IP networA variety of specialist certifications are dahle as well to indicate expertise in specific
technologies, solutions, or job roles. For exam@isco CCIE Voice certification indicates expertdeknowledge of VolP solutions.

There are no formal prerequisites for CCIE cediifian; other professional certifications or tramicourses are not required. Instead,
candidates must first pass a written qualificaB@am and then the corresponding hands-on lab e2andidates are expected to have an in-
depth understanding of the topics in the exam lilnepand are strongly encouraged to have thrégegears of job experience before
attempting certification.

More information about th€isco CCIE Voice certification

More information abou€isco training and certification

Additional information abou€isco Unified Communications trainirig available online through Cisco learning parsrtéroughive seminars,

mobile demonstration vehicles, and online Webcasts

Numerous resources are available for networking wiber voice and telecom managers about trairmgother topics:

¢ Cisco Networking ProfessionaldP-Communications and video user message boards

¢ Cisco IP Telecommunications User Group

« Cisco Networkersnnual user group conference

Q. How can Cisco Unified Communications continue tharce an organization’s communications in the @fur

A. Traditional PBX systems, the standard telephonyt&oi in organizations for many years, simply carsupport the kind of
sophisticated applications that enable organizattorbe more productive today—and better prepanetbfoorrow’s new and enhanced
communications solutions.

For example, Cisco Unified Presence Server prouwigeamic presence information, which helps useesklthe availability of colleagues in real
time, reducing “phone tag” and improving produdiiviSuch capabilities are easily accomplished @sao IP network infrastructure but are not
possible with a traditional PBX system—or even dra has been IP-enabled.

Like other Cisco IP-based solutions, the Cisco iddifCommunications family of products is scalabid #exible, and it builds on IP from the
beginning. As a result, the products can grow drahge according to your organization’s needs. Yayueasily add new applications and services
as they become available or needed. And you caly easl cost-effectively extend telephony servitesew users wherever they are located.
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With Cisco Unified Communications, your organizatotelephony solution can be directly mappedgdiisiness goals, and you can continuously
take advantage of your organization’s telephongétment years after it is first deployed. The exsdiit: your business becomes more agile,
flexible, competitive, and strategic.

MIGRATING TO IP COMMUNICATIONS: BEST PRACTICES

Migrating to an IP Communications system from a traditional telecom environment presents an organization and its employees with new
challenges—and opportunities. The following migration best practices will help ensure your organization’s transition is as smooth and successful as
possible.

* Consider merging datacom and telecom—Usually, an organization has one staff member that handles IT and another in charge of telecom.
Migrating to an IP Communications solution often gives organizations the opportunity to reorganize those two departments to create enhanced
efficiencies, while also giving employees in those departments the opportunity to develop new skills and knowledge.

For example, before New Jersey-based clothing designer/retailer Liz Claiborne Inc. deployed Cisco Unified Communications solutions, its
datacom and telecom teams rarely interacted. When the decision to deploy Cisco Unified Communications solutions was made, the company
merged the two departments into a single IP Communications team, comprising an infrastructure group and a services group.

Both groups report to the IT director. Each group includes nearly an even number of members from both teams. The infrastructure group
manages implementation and project planning; the services group handles day-to-day monitoring; reporting; provisioning; vendor relations; and
moves, adds, and changes. Before and during the transition, employees of both groups were cross-trained on voice and data. Today, the two
groups physically work side by side.

* Organize under one director—Voice traffic must have priority on an IP network (few people notice when data traffic slows down a bit, but they
are sure to notice if voice traffic slows). If the telecom team reports to a facilities manager and the datacom team reports to IT, however, giving
voice traffic priority can become a contentious problem.

* Consider introducing the new telephony system to employees gradually—Tequila Herradura of Mexico introduced Cisco IP Telephony
to its employees gradually, beginning with just 50 employees in a volunteer, pilot-test program. After hearing about unified messaging and
other IP telephony benefits, more people in the organization volunteered to participate in the program. Within 2 years, every employee had a
Cisco IP phone.

For more information, read the iQ magazine article, “Making the Switch to a Converged Network.”

Additional information is available in the Packet® magazine article, “When Organizations Converge.”
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