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I’m delighted to introduce Innovations, a resource designed to help you leverage the expanding 
ecosystem of companies that complements Avaya’s strengths in IP telephony, contact centers, mobility 
and services.

Today businesses are demanding more from their communications investment. They want to attain 
specific goals and achieve a competitive advantage in the marketplace. Through our growing network 
of partner companies, Avaya is able to offer cohesive solutions that help businesses achieve those 
objectives – unleashing the power of Intelligent Communications. 

By fusing state-of-the-art business communications applications with expertise and products from 
category leaders, we offer flexible choices, best-in-class resources and unparalleled results. We also 
deliver capabilities that are sharply focused on specific industries.

I hope Innovations will prove to be a ready resource and reference guide to both the applications and 
the leading companies that extend the value and possibilities enabled by Avaya’s solutions. Included 
is an overview of the Avaya AlliancePartner Program, the Avaya DeveloperConnection Program and 
the companies who participate, as well as our successes in the marketplace. You’ll see how partner 
companies can help businesses enhance the speed, agility and resiliency of their networks, leading to 
improved productivity and responsiveness, simplified operations and a rapid return on investment.

I encourage you to think about this publication as a living document. Our cadre of partner companies 
is growing daily, so you will want to visit our Alliances & Partnerships portal on Avaya.com regularly 
where you’ll find up-to-date information to supplement what we provide here.

Our thanks to the many partner companies who participated in this project for their ongoing 
contribution to our shared success.

Eric Rossman
Vice President
Developer Relations and Marketing Alliances
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About Innovations
Innovations describes the growing ecosystem of companies who are helping businesses get more out 
of their Avaya communications investment. Included is an exclusive look at the Avaya AlliancePartner 
Program and the Avaya DeveloperConnection Program and how they both facilitate the creation of 
customer value. 

Profiles of the partner companies participating in these two programs follow – listed alphabetically. 
In addition, we’ve included profiles on Technology Alliances, Regional Service Providers and Contact 
Center Outsourcers deploying Avaya solutions. We hope this cross-reference approach will make it 
easier for you to locate a trusted source for the kinds of innovative capabilities that can complement 
Avaya’s own products and services and help to provide an Intelligent Communications solution to even 
the most complex business challenges. All profiles also include the Avaya managers who oversee 
our partner programs and who can act as a resource as you look for opportunities to introduce new 
solutions and services or to implement new capabilities within your own operations. 

To help you explore how you can leverage the power of partners, we’ve included specific case studies 
that illustrate how our growing partner ecosystem is helping businesses use communications to 
transform their operations. 

Finally, for ease of navigation, at the back of the book we’ve included multiple indices, including 
industry, product/solution category and region. Please note that this is a snapshot as of October 1, 
2006. For the most current information please visit Avaya.com.

We hope you’ll find Innovations to be an effective tool to help you achieve a competitive advantage. 
We welcome your feedback and encourage you to contact us at: devconnect@avaya.com.
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About the Avaya AlliancePartner Program
In an increasingly complex world of technology, it is important to build business relationships 
that make all the best resources readily available. That is precisely the purpose of the Avaya 
AlliancePartner Program.

The AlliancePartner Program combines Avaya’s expertise and industry leadership with that of other 
world-class organizations to deliver innovative, seamless communication solutions. Incorporating 
strategic technology alliances and go-to-market sales relationships, the program brings unique 
solutions to the marketplace, delivering the latest in technology and expert services.

The mission of the Avaya AlliancePartner Program is to increase the clarity, predictability and 
timeliness of Avaya’s engagement with these strategic partners and to provide them with a best-in-
class, consistent set of expectations, support, benefits and tools across the different markets in 
which they operate.

AlliancePartners complement Avaya’s own strengths in IP telephony, contact centers, mobility and 
services – letting us combine leading-edge hardware, software and consulting expertise into cohesive 
solutions that help businesses meet their specific objectives. As a result, we can offer a wider choice 
of solutions that are sharply focused on specific needs or industries. Businesses benefit from industry-
leading solutions that help them make their people more productive, their processes more intelligent 
and their customers more satisfied.

Avaya AlliancePartners vary widely in scope and expertise. Some offer a breadth of capabilities, while 
others have a laser-like focus on a particular technology category. Our program encompasses:

Service Providers who collaborate with Avaya to deliver Avaya product solutions, hosted solutions 
and sophisticated contact centers

System Integrators who collaborate with Avaya to help businesses understand the value of advanced 
technology and to build complete solutions that integrate products and services from multiple 
vendors

Outsourcers who work with Avaya to offer out-tasking and managed and hosted solutions 

Consultants who are trusted advisors to businesses—providing value-added services that 
complement and are bundled with Avaya products and services in a sell-with engagement model. 

Avaya and this extensive group of global partners help businesses reduce risk across their enterprises, 
simplify their operations and gain competitive advantages. 

▶

▶

▶

▶
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About the Avaya DeveloperConnection Program
The Avaya DeveloperConnection Program promotes the development, compliance testing and co-
marketing of innovative third-party products that are compatible with standards-based Avaya solutions. 
The use of open standards allows companies to add new capabilities to their network without having 
to replace their existing infrastructure. They can integrate new Intelligent Communications applications 
into their operations and deliver vital information to employees and customers wherever they are 
located and regardless the type of communication device or network they use. As a result, companies 
are able to get more out of their network investment and can realize new possibilities for making their 
business more competitive.

The Avaya DeveloperConnection program’s membership totals thousands of companies, including 
hardware and software developers, system integrators, service providers and Avaya customers from 
around the world. 

Members have expertise in IP telephony, contact centers and mobility applications and have created 
hundreds of innovative solutions tested for Avaya compliance—including natural language speech 
recognition applications, wireless services, specialized computer telephony integration and applications 
tailored for specific vertical industries. 

As members of the DeveloperConnection program, companies have access to a wide range of support 
from Avaya, including technical resources, compliance testing, training and marketing benefits. There 
are multiple levels of membership, and each level provides progressively increasing benefits, support 
and interoperability testing. 

For the most current list of Avaya DeveloperConnection members and Avaya compliance-tested 
solutions, please refer to the solutions directory at www.devconnectprogram.com.
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@Comm is a leading company in the development and support of solutions that enable enhanced 
reporting on legacy and converged voice communications networks. By providing a new level of 
management intelligence, @Comm products enable businesses with 25 to 250,000 employees to 
reduce overall telecom expenses while increasing employee productivity and telecom security. With 
20-plus years of experience, @Comm currently serves over 35,000 corporate, federal, state and local 
customers nationwide.

For more information, visit www.atcomm.com or contact
Bob Boyd
603-628-3005
bboyd@atcomm.com

Offers
CommView Call Accounting 

 Compliant with Avaya Communication Manager.

Offered as a customer-administered application, 
CommView delivers reports enabling managers to 
improve productivity, reduce costs and enhance 
security for voice network usage.

CommView Web Call Accounting 
 Compliant with Avaya Communication Manager.

Offered as a secure, hosted service, CommView 
Web delivers reports enabling managers to improve 
productivity, reduce costs and enhance security for 
voice network usage.

Solution Category
Billing
Call Accounting
Hosted Solutions
Managed Services

Primary Industries Served
Education – Higher
Government – State & Local
Healthcare

Sales Region
NA

Avaya Contact
Matt Parker
732-852-3664
mparker@avaya.com

We Make Call Accounting Simple
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Accuvoice Inc. is an award-winning developer of custom applications and off-the-shelf turnkey 
software solutions for clients in all industries as well as local, state and federal government agencies. 
Accuvoice services include the integration with clients’ unique systems environment, including host 
system or network and telephone switching equipment. The company’s extensive experience with 
Computer Telephony Integration (CTI) allows Accuvoice to provide clients an extra dimension to 
applications by connecting computers and telephone systems to achieve simultaneous voice and 
data transfers.

For more information, visit www.accuvoice.com or contact 
Maralee Pope
847-559-7272 Ext. 741 
mpope@accuvoice.com

Offers
Avaya Interactive Response Custom Applications

 Compliant with Avaya Interactive Response.

Applications for all levels of government include 
those serving departments of revenue, motor vehicles 
and vessel registrations, wildlife, environmental 
and health, retirement and health services, and 
professional standards offices among others.

Accuvoice K-12 software and higher education 
applications combine technologies to bring 
multimedia messaging and response to the school 
or school district, including interactive voice 
response, fax, data and e-mail capabilities, as well 
as the ability to interface with host computers for 
access to the most current information. These 
tools enhance the communications flow between 
educators, administrators, students, parents and 
the community as a whole. Applications extend the 
ease of use for traditional telephone access, growing 
Internet access, and administration with the use of 
the Accuvoice STAR and web access for reports and 
administration.

Healthcare applications automate routine and 
repetitive tasks for hospitals and clinics. Examples 
include prescription refill, lab test results, 
appointment scheduling, patient prep, patient account status, bed checker and dial-a-meal modules. 
Disaster recovery and notification software and personnel response programs automate out-dial 
messaging to emergency personnel. Patient services include patient scheduling, pre-test information 
for outpatients, and patient satisfaction surveys. Appointment reminder out-call software is provided to 
confirm or cancel upcoming appointments. 

Financial applications include a speech auto-router to distribute incoming network calls to appropriate 
bank branches, brokerages, credit unions, insurance and mortgage offices. Financial entities can 
automate routine tasks, with custom speech applications.

Retail applications provide self-service capabilities such as store locators, auto-router, order taking and 
fulfillment, and out-calling to schedule, confirm, change or provide appointment reminders.

Solution Category
Custom Application Development
Custom Voice Prompt Services
Speech Recognition

Primary Industries Served
Banking
Education – Higher & K-12
Government – Federal, State & Local
Healthcare
Insurance
Retail

Sales Region
APAC
CALA
EMEA
NA

Avaya Contact
Paul Horvath 
312-634-2474
phorvath@avaya.com
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Cook County 
An intelligent communications solution by Avaya and Accuvoice

Founded in 1831, Cook County is the second largest county in the United States, spanning some 950 
square miles. Cook County operates 12 major departments, three public hospitals and 32 clinics. The 
26,000 employees of the county serve over five million citizens. 

Challenge
Inefficiencies in Cook County impacted both the hospitals and all 12 major county departments. In 
the hospitals, doctors sometimes needed to line up at phones to get lab results. Pharmacy operations 
were inefficient. At the county departments, citizens complained that they were unable to get through 
to the offices they needed, and that services were not available after hours. All departments received 
a substantial volume of incoming calls without sufficient staff to handle them. Cook County needed a 
way to enhance its level of service without hiring additional personnel. 

Solution
The Accuvoice and Avaya team implemented an Avaya customer service solution comprised of Avaya 
DEFINITY® Communications Servers powered by Avaya Communication Manager, Avaya Interactive 
Response, Accuvoice self service applications and Avaya IP Wireless Telephones. 

Avaya Interactive Response (IR) is a self-service software platform for voice and speech applications. 
Avaya IR empowers enterprises to automate common customer interaction and fulfillment tasks via 
touchtone, fax, TDD devices or natural language speech. Avaya IR allows callers to move seamlessly 
from self-service interactions to assisted, live agent interactions as needed, without loss of context. 

Accuvoice self service applications are based on a customer relationship management (CRM) model 
that recognizes today’s contact centers as complex customer interface environments. Callers need 
to get information about accounts, orders, specials, or specific information on a host of products and 
services. They require a personalized environment that recognizes their individual needs. 

The deployment of Avaya IR with Accuvoice self service applications among 12 county departments 
has provided residents with fast, automated, round-the-clock access to information. The county now is 
able to handle a large percentage of its business on a 24x7 basis rather than during a normal business 
day. Since hiring additional personnel to staff these departments after hours was never an option, the 
enhanced level of service is significant. 

Results
Decreased communications cost. Cook County is saving $8 to $9 million a year by routing 98 
percent of calls over its own network and using ‘least cost’ routing functionality. 
Increased mobility. The county’s investment in Avaya IP Wireless Telephones – especially popular 
among county physicians — has paid for itself in only a few months. 
Improved productivity and services for residents. The County receives approximately 15,000 calls 
per day from its residents. With the Accuvoice applications, the County is experiencing significant 
productivity gains since approximately 40 percent of all calls are now handled by IR versus handled 
by a live agent. The county pharmacy receives as many as 1,600 to 2,000 prescription refill requests 
a day. Today, the pharmacy is operating more efficiently; wait times are down and service delivery to 
the community is vastly improved.

“We look at the County as an enterprise. Like any large business, we needed a solution 

that would be extremely dependable and able to accommodate our scale. Avaya had a 

path to follow that could get us where we wanted to be.”

– Cathy Maras O’Leary, Chief Information Officer, Cook County
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Adobe revolutionizes how the world engages with ideas and information. For more than two decades, 
the company’s award-winning technologies and software have redefined business, entertainment, and 
personal communications by setting new standards for producing and delivering content that engages 
people anywhere at anytime. 

From rich images in print, video, and film to dynamic digital content for a variety of media, the 
impact of Adobe solutions is clear to anyone who creates, views, and interacts with information. Now 
that Adobe and Macromedia are one company, Adobe is better positioned than ever to push the 
boundaries of the digital universe, driving even greater innovation with powerful, compelling software 
solutions that meet the needs of customers and markets ranging from designers and filmmakers, to 
enterprises and governments, to developers and home users.

For more information visit www.adobe.com or contact
Jennifer Carr
415-832-4015
jcarr@macromedia.com

Offers
Breeze

Compliant with Avaya Meeting Exchange®

Conferencing Solution.

The new Breeze 5 elevates online training, marketing, 
sales and web conferencing to a whole new level, 
delivering high-impact communications everyone can 
access instantly. Breeze is a rich web communication 
system that lets you reach your audience anytime 
with engaging multimedia content. And, because 
Breeze is deployed using Macromedia Flash 
Player, already installed on more than 98 percent 
of browsers worldwide, the audience can join 
Breeze online meetings, training courses and on-
demand presentations instantly. Breeze will be an 
alternative admin tool for Avaya Meeting Exchange®

Conferencing Solution.

Solution Category
Call Control/Routing
Custom Application Development

Primary Industries Served
Banking
Education – Higher 
Finance
Government – Federal, State & Local
Healthcare
Homeland Security
Hospitality
Insurance
Legal
Manufacturing
Retail
Telecommunications
Transportation
Utilities

Sales Region
NA

Avaya Contact
Bob Lesniak
732-852-2281
rlesniak@avaya.com
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AGN Networks’ OnDemand SIP service allows customers to seamlessly interconnect their Avaya IP 
Office Solution and Avaya Communication Manager to the global PSTN through a virtual trunk across 
the Internet. In other words, On Demand SIP will for the first time allow Avaya systems managers to 
choose VoIP-Trunking service over traditional telephony service, resulting in significant savings on 
communications costs. 

Service is ordered via a full-featured customer Web portal and provisioned in minutes.

For more information, visit www.agnvoip.com/ or contact
Michael Hartley
888-811-8647
avaya@agnvoip.com

Offers
OnDemand SIP™

Compliant with Avaya SIP Enablement Services 
and Avaya Communication Manager.

AGN Networks’ OnDemand SIP service allows 
customers to seamlessly interconnect their Avaya IP 
Office Solution and Avaya Communication Manager 
to the global PSTN via a virtual trunk across the 
Internet. In other words, OnDemand SIP will, for 
the first time, allow Avaya systems managers 
to choose VoIP-trunking service over traditional 
telephony service, resulting in significant savings 
on communications costs. Service is ordered via a 
full-featured customer Web portal and provisioned in 
minutes.

Solution Category
Service Provider Access Trunking

Primary Industries Served
Banking
Education – Higher & K-12
Government – State & Local
Healthcare
Transportation

Sales Region
NA

Avaya Contact
John Robertson
732-852-2667
johnrobertson@avaya.com
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Alanysis delivers VoIP network assessments that follow the Avaya requirements needed to resell Avaya 
Maintenance Agreements with the Avaya IP Office Solutions and Avaya Communication Manager. 
Alanysis provides the project management, technology and engineering resources needed to conduct 
VoIP network assessments. 

For more information, visit www.alanysis.com or contact
Gordon Foster
720-529-3925
gfoster@analysis.com

Offers
Select-level System Integrator 

Select-level SI members are consulting and 
professional services companies as well as 
system integrators that do not require solution 
testing or technical benefits provided by the Avaya 
DeveloperConnection Program. Members are 
provided marketing support, and, like Innovator 
and Premier-level SI members, they are authorized 
for subcontracting to Avaya via their Avaya 
DeveloperConnection Program Agreement.

Solution Category
Business Consulting

Primary Industries Served
Banking
Education – Higher
Finance
Healthcare
Hospitality
Insurance
Legal
Manufacturing
Retail
Telecommunications
Transportation
Utilities

Sales Region
APAC
CALA
EMEA
NA

Avaya Contact
Paul Horvath
312-634-2474
phorvath@avaya.com

ALANYSISTM

Simplifying VoIP Success
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Headquartered in Anaheim, California, Altura Communication Solutions sells and services a variety of 
products, including voice over IP switching systems, unified communication systems, contact centers, 
multimedia conferencing systems, network system management tools, data switching and routing 
products. The company has nationwide service capabilities and an enterprise customer base of more 
than 2,500 companies in the financial, education, healthcare and government markets. Altura is owned 
by Platinum Equity.

For more information, visit www.alturacs.com or contact
Mark Izumi
714-948-8501
mizumi@alturacs.com

Offers
IntelliCenter

 Compliant with Avaya Communication Manager.

IntelliCenter 5.0, Altura’s call center offering, supports 
PBXs based on both Fujitsu F9600 and Avaya 
Communication Manager. This enables existing 
F9600/IntelliCenter owners to take advantage of 
the interoperability to preserve their investment in 
IntelliCenter equipment and training.

Solution Category
Call/Contact Center
Multi-media Contact Center

Primary Industries Served
Education – Higher 
Government – State & Local
Healthcare

Sales Region
NA

Avaya Contact
Matt Parker
732-852-3664
mparker@avaya.com
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Amcom Software delivers and supports software solutions for centralized attendant services. Amcom 
products unify existing telephone, paging and mainframe systems to create a comprehensive solution 
for directory, messaging and paging. These solutions aid in improving the speed, accuracy and quality 
of centralized attendant services, while reducing costs.

For more information, visit www.amcomsoft.com or contact
Tiffany Collins
952-829-7445
tcollins@amcomsoft.com

Offers
Amcom Phone Server and Operator Saver

 Compliant with Avaya Communication Manager.

Amcom Phone Server and Operator Saver provide 
CTI applications that are adjunct to the Smart 
Console Workstation.

CTI Smart Center PC Console
 Compliant with Avaya CallMaster® VI Telephones.

Amcom Smart Console Workstations automate 
operator tasks and integrate caller and directory 
information in one robust PC-based application, 
enabling call centers to handle more volume 
while reducing costs, staffing burdens, data entry 
requirements and operator fatigue. Streamlined, 
unified communications help operators increase 
productivity and accuracy while maintaining ever-
courteous, professional call reception.

Solution Category
Attendant Console
Call Control/Routing
Speech Recognition

Primary Industries Served
Education – Higher
Government - Federal 
Healthcare

Sales Region
NA

Avaya Contact
Matt Parker
732-852-3664
mparker@avaya.com
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American Communication Technologies, Inc. (ACT) is a services solution provider committed to 
delivering professional technology solutions to Avaya and certified Avaya BusinessPartners. 

ACT prides itself on its ability to deliver solutions on time, reliably, and cost-effectively with unmatched 
quality and value. The company’s capabilities extend to the entire range of contact center and 
communications disciplines, providing solutions from development of customized software and 
applications to post-implementation training and support. ACT integrates standard Avaya solutions on 
a daily basis, and develops customized software applications.

For more information, visit www.actinc.net or contact
John DeLozier
407-835-1102
jdelozier@actinc.net

Offers
Custom Solutions
The solutions that ACT provides include, but are not 
limited to: Avaya Interaction Center – Operational 
Analyst, Avaya Contact Center Express – Avaya 
Contact Center Products, Avaya Reporting Platforms, 
Avaya Modular Messaging, Avaya Training, Avaya 
Speech Applications, Avaya IP Telephony and 
convergence applications.

Solution Category
Call/Contact Center
Custom Application Development
Messaging
Multi-media Contact Center
Multi-vendor Integration
Solution Architecture

Primary Industries Served
Banking
Finance
Healthcare
Education – Higher
Hospitality
Insurance
Legal
Manufacturing
Retail
Telecommunications
Transportation
Utilities

Sales Region
APAC
CALA
EMEA
NA

Avaya Contact
Paul Horvath
312-634-2474
phorvath@avaya.com



Innovations: Intelligent Companies Creating Intelligent Communications 10

A
v
a
y
a

D
e

v
e

lo
p

e
rC
o
n
n
ec
tio

n
 P

ro
g

ra
mAruba Networks

Aruba Networks is a fast-growing enterprise infrastructure company enabling the Mobile Edge, an 
evolutionary network architecture that represents a new approach to transitioning enterprise networks 
from a fixed, port-based architecture to an architecture centered on secure, identity-based mobility. 
The Mobile Edge simultaneously delivers mobile data and VoIP services, as well as a common user 
experience to mobile workers in the office, at home and on the road, by creating a secure mobility 
overlay that spans the LAN, the WAN and the Internet. To deliver the Mobile Edge, Aruba manufactures 
and markets a complete line of fixed and modular mobility controllers, wired and wireless access 
points, an advanced mobility software suite, and a mobility management system. Privately held and 
based in Sunnyvale, California, Aruba has operations in the United States, Europe, the Middle East and 
Asia Pacific, and employs staff around the world. 

For more information, visit www.arubanetworks.com or contact
866-55-ARUBA or 919-337-1730
info@arubanetworks.com

Offers
Aruba Mobility Controllers

 Compliant with Avaya Wireless Solution.

Aruba Networks’ mobility controllers centralize 
the mobility, security and management of wireless 
environments. These systems are purpose-built 
for enterprises that require a scalable and secure 
wireless network to deliver high-performance and 
value-added wireless services. 

Aruba Controlled Access Points
 Compliant with Avaya Wireless Solution.

Aruba Networks’ ultra-thin 802.11a/b/g access 
points work with Aruba mobility controllers to 
simultaneously provide network access and RF 
monitoring. These multifunction devices eliminate the 
need for a separate RF sensor network to protect 
and troubleshoot the wireless environment.

ArubaOS Mobility Software
Compliant with Avaya Communication Manager 
and Avaya IP Office Solution.

ArubaOS is a sophisticated software suite that serves 
as the operating system and application engine for 
all Aruba mobility controllers. With ArubaOS, wireless 
and mobile environments can be easily secured, centrally managed and automatically optimized.

Aruba Mobility Management System
 Compliant with Avaya Communication Manager and Avaya IP Office Solution.

The Aruba Mobility Management System is a network management system for managing Aruba 
Mobile Edge controllers and Access Points. It is user-centric, enabling administrators to do planning, 
monitoring, RF coverage, fault management, reporting and many other functions.

Solution Category
Mobility
Wireless LAN
Wireless Telephony

Primary Industries Served
Education
Government 
Healthcare
Hospitality
Manufacturing
Retail
Transportation

Sales Region
APAC
CALA
EMEA
NA

Avaya Contact
Bob Lesniak
732-852-2281
rlesniak@avaya.com
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A Communications Network Company
An intelligent communications solution by Avaya and Aruba Networks

A FORTUNE 100® company located in the southern United States, with annual revenues in excess 
of $10 billion and more than 35,000 employees, owns and operates a large-scale, nationwide 
communications network. Among the company’s core values is an emphasis on customer service and 
satisfaction – doing whatever it takes to meet customer expectations. The company also measures its 
success based on delivering superior financial returns to its stakeholders. 

Challenge
The customer runs one of the largest nationwide communications networks from a Network Operations 
Center in the southern United States. The NOC is a 7,000 square foot, open-plan room with low 
cubicles and large animated displays on the walls. At any given time, there are up to 70 network 
engineers in the NOC, all of whom may have active voice calls. Network engineers typically work at 
their desks in office spaces adjacent to the NOC. When they report to the NOC for a shift, they move 
to a workstation in one of the cubicles. As they monitor and solve network problems, they also form 
ad-hoc teams using surrounding conference rooms.

As the network engineers must be un-tethered to be effective and efficient, a mobile voice and data 
solution is mandatory. Previously, the customer’s voice solution was based on the public cellular 
network; however, this was outside their 5-digit numbering scheme and had very high associated costs 
of approximately $100 per engineer per month.

Solution
Aruba and Avaya partnered to deliver a wireless voice solution that provided PBX features and 
advanced voice functionality to NOC engineers. Aruba provided a centralized enteprise Wi-Fi 
infrastructure comprising managed Aruba AP-65 and AP-70 Access Points (APs) located on the top 
of workspace cubicles throughout the NOC and connected to the company’s LAN infrastructure. An 
Aruba 6000 mobility controller, installed in the company’s data center, manages and secures the Wi-Fi 
network. A range of SIP-capable voice-over-Wi-Fi (VoFi) phones were tested and approved by both 
Aruba and Avaya, qualifying handsets offering the full Avaya feature set and extending capabilities well 
beyond the “SIP-16.” 

Results
Cost savings. Cost savings of more than $75,000 per year by switching from cellular-based mobile 
voice to an enterprise Wi-Fi solution

Improved mobility. The solution enables help desk workers to be mobile while retaining automatic 
contact distribution features and provides them with mobile phones mirroring the functionality of their 
desk phones.
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BearingPoint is a leading global management and technology consulting company that serves the 
Global 2000 and many of the world’s largest public services organizations. BearingPoint’s experienced 
professionals help organizations around the world set the direction to reach their goals and create 
enterprise value. By aligning their business processes and information systems, BearingPoint helps 
clients gain competitive leadership advantage—delivering results in an accelerated time frame. 

For more information, visit www.bearingpoint.com or contact
Massimo Chiocca
650-386-2608
massimo.chiocca@bearingpoint.com

The Avaya and BearingPoint Alliance
Avaya and BearingPoint joint IP Telephony and 
contact center technology solutions combine 
BearingPoint’s focus on strategic business and 
systems integration and project management skills 
with Avaya’s leading business communications 
applications. Together, companies can achieve their 
business goals by improving business flexibility and 
end-user productivity by using open standards and 
integrating business communication applications; 
dramatically reducing infrastructure cost and 
operational expenditures; and mitigating risks 
associated with complex implementations

Offers
BearingPoint IP Telephony Migration

BearingPoint IP Telephony Migration (including 
Business Case & Architecture, Pilot & Deployment 
programs, Contact Center Virtualization, and 
Outsourcing Transition & Transformation) and 
BearingPoint Overall Program Management (including 
Architecture Assessment/Strategy, Planning, Solution 
Design, Integration, and Operations) bring key end-
user benefits and significant business cost take-out 
opportunities. These include improving the overall 
program portfolio performance and helping to attain 
strategic objectives; increasing the efficiency and 
productivity of mobile workers and employees at 
remote locations; decreasing cost of ownership by 
leveraging existing assets and consolidating and 
centralizing infrastructure; and improving benefit 
realization from new business opportunities pursued 
using cost savings.

BearingPoint Contact Center Solutions 

BearingPoint Contact Center Solutions (including Call Center Virtualization, CRM Integration, and 
Compliance; Contact Center Optimization, Strategy & Architecture, Solution Design, and Overall 
Program Management) empower contact centers to be more efficient, profit-producing and in 
alignment with business goals to increase revenue through cross-selling 
and up-selling based on customer knowledge; identify and prioritize 
corporate initiatives with the greatest potential to deliver both near-term 
and long-term value; improve customer loyalty with more consistent, 
personalized service across all media; reduce service costs by improving 
self-service opportunities and increase productivity with intelligent multi-
channel routing and queuing.

Solution Category
Business Consulting 
Business Case Validation
Call/Contact Center
Convergence Strategy
Multi-media Contact Center
Multi-vendor Integration
Project Management

Primary Industries Served
Banking
Cable
Education – Higher
Finance
Government – Federal, State & Local 
Healthcare 
Hospitality
Insurance
Life Sciences/Pharma
Telecommunications

Sales Region
EMEA
NA

Avaya Contacts
Tim Keith
630-245-2890
tkeith@avaya.com

Brian Ramsey
630-245-2886
bramsey@avaya.com
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ClearOne is a communications solutions company that develops and sells audio conferencing systems 
and other related products for audio, video, and web conferencing applications. The reliability, 
flexibility, and performance of ClearOne’s comprehensive solutions create a natural communications 
environment, which saves organizations time and money by enabling more effective and efficient 
communication

For more information, visit www.clearone.com or contact
Kurt Olsen 
801-303-3362
kurt.olsen@clearone.com

Offers
MAX™ IP SIP conference phone and 
MAXAttach™ IP SIP conference phone system

Compliant with Avaya Communication Manager
and Avaya SIP Enablement Services.

With MAXAttach™ IP and MAX IP, customers with 
SIP-based VoIP systems can now enjoy outstanding 
audio clarity and superior room coverage. The 
MAXAttach IP and MAX IP offer a unique ability 
that allows customers to daisy-chain as many 
as four phones together. This provides multiple 
speakers, multiple microphones, and multiple dial 
pads distributed throughout the room for unrivaled 
coverage. In addition, these VoIP conference 
phones offer the advanced audio signal processing 
technologies originally developed for ClearOne’s 
professional audio conferencing products. 
These technologies deliver crystal-clear audio to 
participants on both ends of the call, and include 
full-duplex audio, distributed echo cancellation, noise 
cancellation, first microphone priority, and automatic 
gain and level controls. These VoIP products also offer a suite of SIP features, including: 3-way calling, 
enabling ad-hoc conferences without need for a conference bridge; VLAN tagging, allowing users 
to manage bandwidth usage on the network; TLS & SRTP encryption-ready (with future release of 
firmware upgrade) and securing voice communications over the network. Field upgradeability allows 
users to easily download firmware upgrades from the ClearOne Web site and load directly into the 
conference phone.

Primary Industries Served
Education
Government 
Healthcare
Hospitality
Manufacturing
Retail
Transportation

Sales Region
NA

Avaya Contact
Bob Lesniak
732-852-2281
rlesniak@avaya.com
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A Midwest FORTUNE 500® Company
An intelligent communications solution by Avaya and ClearOne Communications

Challenge
A FORTUNE 500® company located in the Midwest decided to install its first voice-over-Internet 
Protocol (VoIP) telephony system. A controlled introduction of VoIP in a single location would be 
migrated from the large Avaya TDM-based system the company had in place. As part of the project, 
a number of conference rooms would be enabled with a true audio conferencing solution for optimal 
group collaboration. Several of the larger conference rooms could not be adequately covered by a 
single conference phone.

Solution
For the deployment of the VoIP network, an Avaya BusinessPartner recommended the customer 
consider ClearOne’s SIP-based VoIP conference phones, MAXAttach IP™ and MAX IP™. The customer 
added Avaya Communication Manager and SIP Enablement Services – SIP enablement being needed 
for the ClearOne phones – and installed the MAX phones. 

The customer considered three key factors in deploying the ClearOne solutions for its conference 
rooms: Audio quality and performance, superior room coverage with the ability to link multiple phones 
together, and VoIP connectivity.

The audio performance of ClearOne’s MAX IP products enable natural conversations without shouting 
or straining to be heard. Full duplex operation means participants can speak and listen at the same 
time without the audio cutting in and out. Linked phones in larger rooms provide microphone, 
loudspeaker, and dial pad control coverage that no other solution on the market can provide today. 
Bottom line: natural conversations with crystal-clear audio.

Results
Vastly improved audio coverage. With MAXAttach IP and MAX IP, customers with SIP-based VoIP 
systems can now enjoy outstanding audio clarity and superior room coverage, at an attractive 
price point. The ClearOne solution offers full-duplex audio, distributed echo cancellation, noise 
cancellation, first microphone priority and automatic gain and level controls.

Improved linking for collaboration. The MAXAttach IP and MAX IP allows customers to daisy-chain 
multiple phones together, up to a total of four. This provides multiple speakers, multiple microphones, 
and multiple dial pads distributed throughout the room for unrivaled coverage.

Increased productivity. These VoIP products also offer a suite of SIP features, including 3-way calling 
that allows for ad-hoc conferences without need for a conference bridge, and VLAN tagging that 
allows users to manage bandwidth usage on the network.

Convenient scalability. ClearOne allows users to easily download firmware upgrades from its website 
and load directly into the conference phone.

“We installed 16 of the MAX IP’s and I really feel these have the best sound and clarity I 

have ever heard.”

-- ClearOne’s FORTUNE 500® customer
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COLT is a leading European provider of business communications, offering data, voice and managed 
services, backed by best-in-industry customer service, to more than 50,000 midsize and major 
businesses and wholesale customers across Europe.

COLT owns and operates one of Europe’s most advanced networks with unmatched breadth and city 
density across 13 countries: the 20,000km network includes metropolitan area networks in 32 major 
European cities with direct fibre connections into 10,000 buildings and 12 COLT data centres.

COLT Telecom Group S.A. is listed on the London Stock Exchange (COLT). 

Information about COLT and its services can be found at www.colt.net. Its majority shareholder is 
Fidelity, one of the world’s largest investment fund management groups. COLT has 4,000 employees. 

COLT’s customers include major organisations 
including Commerzbank, BNP Paribas, lastminute.
com, SONY, AOL Europe, Rentokil Initial, Nomura, 
LIFFE, MTV Networks Europe, Bosch and Deutsche 
Börse. Seven of the top ten stock exchanges in 
Europe, the world’s top 25 financial institutions and 
top three global providers of financial content are 
COLT customers. In addition COLT is European 
network partner to SWIFT, connecting over 650 
members to SWIFTNet. Four of the top five global 
media organizations are COLT’s customers.

For more information, visit www.colt.net/uk/en or 
contact
Billy O’Riordan
+44 (0)2073 903900
Billy.O’Riordan@colt.net

Offers
COLT IP Voice

Compliant with Avaya Communication Manager 
and Avaya Hosted Solutions.

COLT IP Voice is a managed and hosted IP 
Telephony service that meets the demands of 
modern enterprise and midsize customers currently 
supported by IP Telephony equipment. It offers the 
potential to reduce communication costs through the 
convergence of voice and data networks in both the 
LAN and the WAN, offering a flexible and more cost-
effective alternative to a traditional PBX.

COLT offers a full range of applications – IPT, contact 
centre, mobility and messaging – with all customer 
needs served from one platform. COLT IP Voice is connected to the COLT PSTN network from several 
points of presence (PoPs) around Europe. The call control element is provided from three COLT data 
centres – London, Paris and Frankfurt. It can either be hosted in COLT Data Centre’s or installed on 
the customer premises; both options are managed by COLT. With the hosted option, IP handsets or 
softphones located on the customer’s LAN are controlled by a customer dedicated “virtual PBX” on a 
centralised call server in COLT’s data centre. Connectivity back to the data centre is via a COLT router 
through COLT’s MPLS (multi-protocol label switching) backbone network.

Solution Category
Call Control/Routing
Call/Contact Center 
Managed Services
Mobility
Project Management
Unified Messaging
Voice Mail/Unified Messaging

Primary Industries Served 
Banking
Education – Higher
Finance
Healthcare
Hospitality
Insurance
Legal
Manufacturing
Retail
Telecommunications
Transportation
Utilities

Sales Region
EMEA

Avaya Contact
Jeremy Keefe
+44 (0)1483 308967
keefe@avaya.com
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Voice bearer streams for external calls will route via the MPLS backbone to the TDM/PSTN breakout 
point, while voice bearer streams for internal calls will remain on the customer LAN. 

With the customer premise option (for 500 extensions plus), IP handsets or softphones (software client 
installed on PC) located on the customer’s LAN are controlled by an IP-PBX located on the customer 
premise. Voice bearer flows remain the same as with the hosted option. 

These benefits can be grouped under the following headings: 

Data Voice Managed Services
COLT’s services encompass ATM/frame relay, bandwidth services, COLT Total (managed IP 
communications service), COLT Total Plus (managed LAN and desktop service), corporate voice 
services, customer contact solutions, data centre solutions (hosting and co-location), Ethernet services, 
Intelligent Network services, Internet access, IP voice, IP VPN wholesale voice services and managed 
IT solutions. 

Data – Ethernet
COLT was the first to launch European point-to-multipoint and switched Ethernet services in 2004 and 
now has a broader portfolio of European Ethernet services than any other operator. COLT’s Ethernet 
services link up office networks and data centres more simply and cost-effectively than traditional 
networking, allowing customers to run all their offices as a single, high-bandwidth virtual LAN.

Voice – COLT IP Voice
Europe’s first business IP telephony service offering customers all the benefits of VoIP technology 
together with an easy migration path, high quality of service and simple pricing.

Managed Services – COLT Total and COLT Total Plus 
COLT’s portfolio of services for midsize businesses include COLT Total, an enterprise-grade IP 
communications service; and COLT Total Plus, a secure and affordable managed IT service, including 
computers, software and helpdesk, which allows customers to focus on their core businesses.
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Colubris Networks is the leading global provider of intelligent multi-service Wireless Local Area Network 
(WLAN) systems for service providers and enterprises. The company’s award-winning products deliver 
seamless, secure access to broadband services and applications while unifying existing network 
infrastructures, security and management systems. Colubris Networks’ equipment is deployed by more 
than 1,000 organizations worldwide including Swisscom Eurospot, iBahn, Sorbonne University, McGill 
University, Connexion by Boeing, Guest-tek, Telecom Italia, Time Warner, NTT, Telecom NZ and some 
of the of the world’s largest hotel and retail chains. Colubris’s many awards include Red Herring’s top 
100 private companies in North America, Fierce Wireless’ Fierce 15, Supercomm Superquest Award, 
and Mobile Trax Mobility Award. 

For more information visit www.colubris.com or contact
Marilyn Kain
781-547-0338
mkain@colubris.com

Offers
Colubris Networks 1250, Colubris Networks 320

Compliant with Avaya Communication Manager
and Avaya IP Office Solution.

Colubris offers the world’s first Intelligent MultiService 
WLAN System - a modularly scalable, cost-effective 
system that enables enterprises and service providers 
to deliver multiple, converged business services and 
applications over a single WLAN infrastructure. The 
system is designed to meet requirements for a wide 
range of demanding applications, including Voice 
over Internet Protocol (VoIP) over WLAN, closed 
circuit video, secure enterprise data, and guest 
Internet access. It enforces configurable security and 
quality of service (QoS) policies for virtual service 
communities and optimizes network performance for 
associated applications.

The heart of the Colubris system is the TriPlane 
architecture, an optimized WLAN switch architecture 
that provides up to five times greater scalability 
and 98 percent higher bandwidth efficiency than 
competing switches. TriPlane combines the 
operational efficiency of centralized management and 
control with the scalability, versatility and enhanced 
QoS of intelligent access points. The TriPlane 
architecture eliminates performance bottlenecks 
inherent in switched WLAN architectures.

The Colubris Intelligent Multiservice System (CIMS) provides enterprise and service provider customers 
a range of scalable, multi-service WLAN solutions that seamlessly integrate with existing LAN/WAN 
infrastructures. A modular product family composed of InMotion multi-service controllers, InReach 
multi-service access points and the InCharge network management system, CIMS provides the 
flexibility to install a cost-effective solution for sites ranging from small offices to large headquarters 
and campus networks.

Solution Category

Infrastructure
Mobility

Primary Industries Served
Education – Higher 
Healthcare 
Hospitality
Manufacturing
Retail
Transportation 
Utilities

Sales Region
APAC
CALA
EMEA
NA

Avaya Contact
Bob Lesniak
732-852-2281
rlesniak@avaya.com
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Computer Instruments, Inc. offers off-the-shelf and custom-designed self-service interactive voice 
response, facsimile, computer telephony integration, messaging and Web telephony solutions. 
Computer Instruments’s e-IVR™ provides superior voice technology on a single self-service, multi-
application server.

For more information, visit www.instruments.com or contact
Chris Herring
913-307-8870
chrish@instruments.com

Offers
e-IVR™ Mid-Market 

Compliant with Avaya Merlin Magix® Integrated 
System and Avaya IP Office Solution.

The Computer Instruments e-IVR Mid-Market solution 
is an expanded self-service IVR, fax, voicemail and 
unified messaging bundle for the Avaya IP Office 
Solution. This suite of value-added applications offers 
enterprise-level capabilities for a mid-market budget. 
Today’s customers are looking for convenience and 
self-service.

e-IVR™ Enterprise 
 Compliant with Avaya Communication Manager.

e-IVR Enterprise is an enterprise class bundle 
featuring several IVR and enhanced call center 
applications, voicemail, and a unified messaging 
platform for fax, voicemail, and e-mail unification. 
It also serves as the foundation on which to add 
even more applications for call centers and customer 
self-service. Various off-the-shelf vertical market 
applications are available for industry-specific 
solutions and, as always with e-IVR, custom 
modifications and “from the ground up” development 
are offered. 

Today’s customers are looking for convenience and 
self-service. Businesses are looking for cost-effective 
ways of growing the “bottom-line” without growing 
overhead. The e-IVR suites provide the answer to both.

Solution Category
Call/Contact Center
Call Control/Routing
Custom Application Development
Recording – Voice/Digital
Screen Pop 
Voice Mail/Unified Messaging

Primary Industries Served
Education
Finance
Government – State & Local
Healthcare
Insurance
Legal
Retail

Sales Region
NA

Avaya Contact
Bob Lesniak
732-852-2281
rlesniak@avaya.com
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Affinity Health Plan
An intelligent communications solution by Avaya and Computer Instruments

Challenge
Affinity Health Plan, based in the Bronx, New York, is an independent, not-for-profit managed care 
company dedicated to serving the needs of low and moderate income residents of the New York 
metropolitan area. Founded in 1986, Affinity was the first health plan licensed in New York State 
specifically to serve public sector programs. It served as a model for development of the State 
Medicaid managed care program, and as a pilot for State-subsidized programs for the uninsured.

Affinity serves over 200,000 enrollees in its Medicaid, Child Health Plus, Family Health Plus, Unicare, 
and Sunrise programs. The Affinity provider network includes: 1,400 primary care clinicians working in 
a variety of practice sites, including Federally-Qualified Health Centers (FQHCs); non-FQHC community 
health centers, private group and office practices, and hospital-based practices; over 60 hospitals 
(including academic medical centers, community hospitals, and municipal facilities); 5,000 physician 
specialists, and a wide variety of other providers and vendors.

With an ever-expanding number of Members and Providers, Affinity recognized the value of offloading 
some of its incoming calls to an automated interactive voice response system. Approximately 
25 percent of its call volume came from provider inquiries verifying member eligibility. For more 
information, visit www.affinityplan.org.

Solution
Computer Instruments Inc. has an established reputation for phone-enabling technology and 
Interactive Voice Response Self-Service Applications. Affinity Health chose the Computer Instruments 
Inc. e-IVR Eligibility Application to manage this growing call traffic. 

Based on the success of the initial implementation, Affinity’s next phase of e-IVR implementation will 
allow its outside member recruiters to remotely access an automated speech recognition system by 
phone to check on Medicaid eligibility from the State Department of Health. Recruiters will also use 
speech recognition to build and maintain a recruiting database.

Results
Dramatic cost savings. Affinity estimates the cost of a call handled by one of its agents to be from 
$3-5 each. The typical number of calls handled by the e-IVR Eligibility Application can reach 17,000 
or more per month for a savings of more than $50,000 each month.

One month ROI. Affinity ‘s return-on-investment is calculated to be less than one month. 

Improved service to providers. Providers now enjoy a quick and convenient self-service system for 
verifying eligibility.
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Founded in 1982, DCC is a pioneer in critical communications technology. Whether notifying 
first responders or communities-at-risk during potentially life-threatening situations, automating 
communications between consumers and call centers, or streamlining information exchange in the 
corporate environment, DCC upholds a long and proven track record that is demonstrated through its 
impressive client base. 

For more information, visit www.dccusa.com or contact
Rick Iverson
615-456-6732
rick.iverson@dccusa.com

Offers
The Communicator!

 Compliant with Avaya Communication Manager.

Scenario-driven, The Communicator! automates 
any manual notification procedure, regardless of 
complexity or reach. Call-outs are activated remotely 
by phone or directly from the desktop, initiating 
hundreds - or even thousands - of notifications within 
minutes. From community evacuations to corporate 
contingencies to military recalls, The Communicator! 
delivers an accurate and consistent message to 
all, and more importantly gathers the feedback 
necessary for timely and appropriate response.

Solution Category
911
Unified Messaging
Workforce Management

Primary Industries Served
Education – Higher
Government – Federal, State & Local

Sales Region
NA

Avaya Contact
Matt Parker
732-852-3664
mparker@avaya.com
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Enterasys, the Secure Networks Company, provides enterprises with the most integrated, up-to-date 
portfolio of security-enabled network infrastructure products, centralized command, control software, 
and advanced security applications available today. 

For more information visit www.enterasys.com or contact
Michael Moore
978-684-1464
mfmoore@enterasys.com

Offers
Dynamic Intrusion Response (DIR) Solution

Compliant with Avaya Infrastructure and Avaya 
Communication Manager.

Dynamic Intrusion Response (DIR) is a Secure 
Networks Solution that detects abnormal behavior 
on the enterprise network, and then intervenes to 
quarantine the offending user or deviant device. DIR 
isolates and categorizes each security vulnerability, 
identifies the source and automatically reconfigures 
the network to mitigate the threat. The enterprise 
network can be protected against both known and 
undocumented security risks.

XSR Security Router
 Compliant with Avaya Infrastructure.

The XSR Security Router combines a rich suite of 
Internet Protocol (IP) router features, a broad range 
of Wide Area Network (WAN) interfaces, site-to-site 
and remote access Virtual Private Network (VPN), 
and firewall inspection - all in a single box. It’s a 
breakthrough solution for enterprise regional and 
branch offices, or central sites of a small or medium business.

Matrix E/N Series
 Compliant with Avaya Infrastructure.

The Enterasys Matrix N-Series represents an industry breakthrough in enterprise switching, providing 
the ease of deployment, predictable service and forward migration required in today’s networked 
environments. Ideal for premium edge, collapsed backbone, distribution switching and server farm 
aggregation implementations, the Matrix N-Series includes the 3-slot Matrix N3 switch and the 7-slot 
Matrix N7 switch. Both chassis leverage Enterasys’s exclusive distributed architecture whereby the 
switching and control functions are embedded on each module, delivering unsurpassed reliability, 
scalability and fault tolerance. Customers can quickly and cost-effectively add connectivity as needed 
without sacrificing performance on existing ports.

Solution Category
Infrastructure
Infrastructure Management
Integrated Security Appliance

Primary Industries Served
Education – Higher 
Government – Federal
Homeland Security

Sales Region
NA

Avaya Contact
Bob Lesniak
732-852-2281
rlesniak@avaya.com
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Infrastructure solutions from Extreme Networks deliver powerful capabilities to solve tough networking 
challenges. The company’s innovative open-network architecture delivers meaningful insight and 
unprecedented control for converged networks that support voice, video and data over wired and 
wireless infrastructures. Extreme Networks solutions excel at delivering availability, security, and 
crystal clarity under the harshest network conditions. The Extreme Networks ExtremeXOS™ operating 
system offers a real alternative to closed, proprietary approaches that limit choice and compromise 
performance. Extreme’s worldwide professional service resources in the Americas, Europe, Japan and 
Asia provide assistance to keep networks up and running.

All Extreme Networks offers are tested for compliancy with Avaya IP Telephony Solutions, and are 
supported by Avaya Global Services. 

For more information, visit www.extremenetworks.com or contact
Christopher Rajiah
678-467-9121
crajiah@extremenetworks.com

Offers
BlackDiamond® Core Switch 10808
For IP Telephony applications in large organizations 
or for contact centers with demanding availability 
requirements, the Extreme Networks BlackDiamond®

10808 delivers core switching capabilities to connect 
media servers, media gateways, contact centers, 
CRM databases and firewalls. The BlackDiamond 
10808 features the modular ExtremeXOS™ operating 
system for extraordinary performance under duress, 
the Ethernet Automatic Protection Switching (EAPS) 
protocol for high availability that prevents dropped 
calls, and the CLEAR-Flow rules engine for insight 
and control at 10 gigabit speeds. WAN routers that 
provide access to the Internet or private IP networks 
connect directly to the BlackDiamond 10808.

BlackDiamond Core Switch 12804C
For IP Telephony deployments in mid-sized 
organizations, the BlackDiamond 12804C is a 
powerful core switch used to connect media servers, 
media gateways, contact centers, CRM databases, 
and firewalls. With its robust redundancy and fault 
tolerance features as well as complete LAN security, 
the BlackDiamond 12804C with ExtremeXOS and 
EAPS is the epitome of voice-class infrastructure 
switches for triple play environments.

BlackDiamond Core Switch 8800 Series
The BlackDiamond 8800 series was built for IP 
Telephony from the ground up. The switch is 
versatile, with capabilities suitable for small core 
applications, regional offices or as a high-density 
edge switch for large enterprise campuses. When 
used with a BlackDiamond 10808 or BlackDiamond 
12804C, the BlackDiamond 8800 series can simplify 
many three-tier networks into two tiers, reducing 
network costs and complexity.

Solution Category
Infrastructure
Infrastructure Management
Integrated Security Appliance
Managed Services
Mobility
Security
Switch Administration/MAC

Primary Industries Served
Banking
Education- Higher & K-12
Finance
Government - Federal, State & Local,
Healthcare
Homeland Security
Hospitality
Insurance
Legal
Manufacturing
Retail
Telecommunications
Transportation
Utilities

Sales Region
APAC
CALA
EMEA
NA

Avaya Contact
Dick O’Hara
312-634-2443
dohara@avaya.com
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Summit® Switch X450 Series 
The Summit® X450 Series switches increase availability and security for converged applications. As the 
first fixed-edge switches to deliver PoE, LLDP with MED extensions, and the modular ExtremeXOS™ 
operating system, the Summit X450 switches serve as the foundation for communications by delivering 
a powerful mix of advanced features for edge connectivity. The Summit X450e and x450a switches, 
featuring 24- and 48-port versions with optional dual port 10 Gigabit uplinks, help to future-proof the 
network with advanced IPV6 routing, voice-class availability and advanced security.

Summit Switch 400-24p 
The Summit 400-24p is a stackable switch designed to function as a 10/100/1000 gigabit Ethernet 
network device with integrated PoE. It includes EAPS to support voice-class availability to prevent 
dropped calls on up to 24 IP phones, softphones and PCs.

Summit Switch 300 Series 
The Summit 300-24 and 300-48 switches were designed to function as 10/100 Ethernet network edge 
devices connecting directly to endpoint devices, such as IP phones, softphones and PCs. These PoE 
enabled switches also have gigabit uplink capability to larger switches, such as the BlackDiamond®

10808 and 8800 series, and include EAPS support for high availability. The Summit 300 comes in 
24- and 48-port versions.

Summit Switch WM100 and WM1000 WLAN 
With the capability to support high-speed, cross-subnet roaming and sophisticated multicast support, 
Summit WM series switches can meet nearly any mobile voice or multimedia networking challenge. 
With capacities of up to 200 access points (APs) per switch, Summit WM series switches can scale 
to support the largest WLAN installations while providing centralized management for remote branch 
office installations. 

Sentriant™ Security Solutions
The Sentriant™ product family delivers essential network security solutions for network access 
management, rapid threat detection and mitigation, and data privacy applications. Working with 
infrastructure products from Extreme Networks, the Sentriant product family is a great choice to extend 
reach, accelerate performance, and enhance availability.
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2006 FIFA World Cup™ Germany

An intelligent communications solution by Avaya and Extreme Networks

When Germany hosted the 18th FIFA World Cup™ between June and July 2006, a total of more 
than three million spectators and a total global viewing audience of billions witnessed the competition 
over 31 days of play.

Challenge
FIFA needed an effective, efficient and secure, round-the-clock communications network for more 
than 15,000 on-the-move officials and key FIFA World Cup stakeholders in a rapidly changing, high-
visibility environment. 

The task was to deliver a transparent network that gave each FIFA stakeholder group the capabilities 
they needed while removing behind-the-scenes complexity. Although the games were held in 12 
stadiums across Germany, the network had to be far larger to include on-site offices, VIP areas, media 
centres, mission-critical accreditation centres and the FIFA headquarters. Networked applications 
would be key. For instance, turnstiles would be linked via the network to the ticketing server to ensure 
real-time verification and updates to ticket status. In addition, the results from each football match 
were to be recorded and circulated in real-time to the media centres throughout Germany.

And, of course, the entire solution – hardware and software – needed to be interoperable.

Solution
Avaya created the largest converged IP telephony network ever, integrated with Extreme Networks’ 
resilient and scalable campus architecture, and running Avaya advanced communications applications. 
Avaya and Extreme Networks jointly developed tools, such as the Converged Network Analyser to 
guarantee service levels for availability, resiliency and security. In addition, Extreme Networks Premier 
Services Program, an advanced network monitoring and performance management solution, supported 
the multi-vendor network environment. 

Results
Flawless execution and security. Despite more than 5 million unique firewall events that occurred 
each day, including 128,000 that made it past network firewalls – not a single security-related 
application outage occurred on the world’s largest converged communications network ever built.

Dramatic efficiency. The converged network handled more than 21 trillion bytes of voice and data 
traffic, including players’ and journalists’ accreditations, photo transmissions and match details that 
were ultimately transmitted real-time to millions of spectators worldwide. Turnstiles linked to the 
ticketing server ensured smooth attendance data. 

High level of mobility. FIFA officials could rely on reliable mobility solutions to better perform before, 
during and after the hectic finals.
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mFiretide, Inc.

Firetide is a privately held wireless mesh technology company that designs and develops equipment 
for deploying high-performance, scalable wireless mesh networks quickly, easily and affordably. 
Firetide’s multi-service mesh networking solution creates a virtual Ethernet switch backbone 
infrastructure for wireless voice, video surveillance, and data applications. Firetide HotPort systems 
are deployed in hundreds of locations, including public safety, municipal, industrial, warehousing, and 
education markets. It is the ideal solution for locations where wiring is too difficult or expensive to 
install.

For more information visit www.firetide.com or contact
Georganne Benesch
408-399-7771
gbenesch@firetide.com

Offers
Firetide Multi-Service Mesh Network

Compliant with Avaya Infrastructure, Avaya 
Wireless Solution, Avaya IP Office Solution, and
Avaya Communication Manager.

Firetide Multi-Service Mesh Network provides a 
high-capacity wireless mesh backbone system 
for outdoor and indoor networks. Designed for 
maximum performance, scalability, mobility, and 
ease of deployment, the HotPort mesh network 
works seamlessly between indoor and outdoor 
environments and can operate in 2.4 GHz, 4.9 GHz 
or 5 GHz spectrums. The HotPort system includes 
HotPort mesh nodes, HotPoint access points, 
and HotView Network Management System. The 
combined solution enables multiple network services 
and standard Ethernet devices to be deployed 
virtually anywhere, creating secure and reliable 
wireless networks for video, voice and data. The 
benefits of the solution include:

Delivers up to 32 Mbps throughput with industry-
leading low latency and robust Quality of Service 
(QoS).
Provides superior scalability with up to 1000 mesh 
nodes that can span any geographical distance and 
extend over IP, wide-area, and wired networks.
Enables an entirely mobile infrastructure for seamless video, voice, and Wi-Fi on moving vehicles.
Offers comprehensive end-to-end access point and mesh based security 
Lowers cost of ownership with the most flexible products, simplified deployment and operation. 

Solution Category
Infrastructure
Mobility
Wireless LAN
Wireless Telephony

Primary Industries Served
Education
Government – Federal, State & Local
Healthcare
Homeland Security
Hospitality
Manufacturing
Retail
Transportation

Sales Region
NA

Avaya Contact
Bob Lesniak
732-852-2281
rlesniak@avaya.com
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Foundry Networks, Inc. is a leading provider of high-performance enterprise and service provider 
switching, routing and Web traffic management solutions including Layer 2/3 LAN switches, Layer 
3 Backbone switches, Layer 4 - 7 application switches, wireless LAN and access points, access 
routers and Metro routers. Foundry’s 8,100 customers include ISPs, service providers and enterprises 
including e-commerce sites, universities, entertainment, health and wellness, government, financial and 
manufacturing companies.

For more information, visit www.foundrynet.com or contact
Gary Hemminger
408-207-1334
ghemminger@foundrynet.com

Offers
FastIron SuperX

 Compliant with Avaya Infrastructure.

Foundry’s FastIron SuperX Layer 2/3 modular switch 
is built to deliver high-performance Gigabit Ethernet, 
10-Gigabit Ethernet and advanced networking 
solutions for tomorrow’s mission-critical and today’s 
increasing security needs. Foundry’s FastIron SuperX 
is built with high-performance ASICs to deliver high-
density Gigabit Ethernet that can include Power 
over Ethernet and 10-Gigabit Ethernet. Foundry’s 
SuperX series delivers a new level of flexibility, 
greater reliability, advanced end-user and networking 
security, extensive redundancy and a new level of 
high performance. 

AccessIron WAN Access Router
 Compliant with Avaya Infrastructure.

The AccessIron family of enterprise Wide Area 
Network (WAN) access routers delivers high 
performance, scalability and an advanced feature 
set, giving organizations the WAN routing capabilities 
they need for demanding networking environments. 
Robust high-performance routers from Foundry 
Networks ensure business continuity for enterprises and service providers, enabling the highest-
possible system availability while simultaneously guarding against potential network incidents that can 
cause interruptions to service. Foundry AccessIron routers can be deployed in a variety of network 
configurations that maximize system uptime with no single point of failure. 

BigIron, FastIron, FastIronEdge Switches
 Compliant with Avaya Infrastructure.

Foundry’s BigIron and FastIron product families provide highly-scalable chassis-based L2 and L3 
Ethernet switching and routing solutions with wire-speed performance, embedded monitoring and 
security and VoIP networking capabilities. The FastIron Edge Switch family is a stackable, fixed 
configuration L2/L3 switching product line with 24, 48, and 96 10/100 Ethernets and 2x1G uplinks.

Solution Category
Infrastructure
Infrastructure Management 
Integrated Security Appliance
Managed Services 
Telecommuting

Primary Industries Served
Banking
Education – Higher
Government – Federal
Healthcare 
Telecommunications

Sales Region
NA

Avaya Contact
Matt Parker
732-852-3664
mparker@avaya.com
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GN Netcom is the global leader in personal communications devices, providing innovative, high-quality 
solutions for both secure wireless and corded hands-free applications. The company’s product line 
includes headsets and multi-purpose amplifiers for use with such diverse technologies as speech 
recognition software, VoIP infrastructure and Bluetooth®-enabled communications. GN Netcom 
focuses specifically on the contact center, office and mobile market segments, and has businesses, 
offices, factories and development centers in 23 countries. GN Netcom products are sold in over 100 
countries around the world.

For more information visit www.gnnetcom.com or contact
Deborah Williams
603-594-4775
dwilliams@gnnetcom.com

Offers
USB/e911 Headsets and Adapter

 Compliant with Avaya IP Softphone.

The “GN 8120 USB” combines a digital USB-to-
headset adapter with inline soft phone call controls 
for quick and easy access to the most common 
calling functions on the Avaya IP Softphone. By 
simply pressing one or a combination of the inline 
buttons, users can answer/hang up calls, place calls 
on hold, speed dial, raise/lower call volume and mute 
the microphone. Visual LED indicators are also used 
to alert users of incoming calls, on hook/off hook, 
hold, mute status and new voicemails are available. 
The integration is achieved through a proprietary USB 
driver created specifically for Avaya IP Soft Phone.

Solution Category
Mobility

Primary Industries Served
Education
Finance
Government
Healthcare
Homeland Security
Hospitality
Legal
Manufacturing
Retail

Sales Region
NA

Avaya Contact
Bob Lesniak
732-852-2281
rlesniak@avaya.com
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Hitachi Cable is a $3.2 billion company specializing in communications technology spanning from 
core optical networking equipment to wireless Voice over Internet Protocol (VoIP) handsets and laptop 
wireless antennas. Hitachi Cable also produces products from specialty wire and optical fiber cable, 
and holds the world’s leading market share in high technology materials.

For more information visit www.wirelessIP5000.com or contact
Dimitri Stroumbakis
914-993-0990
dstroum@hitachi-cable.com

Offers
WirelessIP 5000 with MWI and IM

Compliant with Avaya Converged 
Communications Server.

The WirelessIP5000 is a SIP-based 802.11b 
Enterprise grade handset. The phone is a two-
time industry award winner, specifically for its 
voice quality, ergonomics and stable performance. 
Unique to Hitachi is its two-year proven field record, 
especially its 7,200-unit deployment in one corporate 
location in Japan. 

Solution Category
Mobility
Wireless Telephony

Primary Industries Served
Education
Government – Federal
Healthcare
Retail

Sales Region
EMEA
NA

Avaya Contact
Bob Lesniak
732-852-2281
rlesniak@avaya.com



Innovations: Intelligent Companies Creating Intelligent Communications 29

A
v
a
y
a

A
ll
ia

n
c

e
P

a
rt

n
e

r
P

ro
g

ra
mIBM

IBM strives to lead in the invention, development and manufacture of the industry’s most 
advanced information technologies, including computer systems, software, storage systems and 
microelectronics. IBM adds value by integrating advanced technologies into solutions for customers, 
including services and consulting businesses worldwide.

For more information, visit www.ibm.com or contact
Gail Wragg
908-953-7824
gwragg@us.ibm.com

The Avaya and IBM Alliance
This alliance combines the e-business technology, 
software, hardware, business consulting and systems 
integration expertise of IBM with Avaya’s expertise in 
embedding intelligent communications into business 
applications and processes.

Together, IBM and Avaya are packaging and 
delivering broad converged communication solutions 
to integrate back-office processes and customer 
intelligence with contact centers, branch offices, 
customer Internet channels and mobile workers, 
transforming disparate customer channels into a 
single integrated and flexible enterprise. The IBM and 
Avaya alliance packages contact center solutions, 
IP telephony, audio conferencing and messaging 
solutions from Avaya with the web portal/self service 
platform (WebSphere), collaboration suite (Lotus), 
servers and consulting and integration services from 
IBM. Combined with IBM’s broad IT solutions and 
vertical application experience, Avaya and IBM are 
able to deliver more comprehensive solutions than 
either could alone. The result is better customer relationships, increased opportunities for revenue 
generation, greater employee productivity and increased responsiveness.

Joint Contact Center and IP Telephony Solutions include:

Avaya Customer Interaction Suite
Avaya Voice Portal and Avaya Interactive Response
Avaya IP Telephony portfolio
IBM Business Process Consulting Services
IBM Systems Integration Services
Avaya Global Services
IBM Outsourcing and Hosting Services
IBM eServers running Windows, Linux and AIX
IBM WebSphere portfolio for web-based self-service components
IBM DB2 Data Management Software

Solution Category
Call/Contact Center
Collaboration
IP Telephony
Messaging
Vertical Solutions

Sales Region
APAC
CALA
EMEA
NA

Avaya Contact
Tim Egan
720-444-2999
tegan@avaya.com
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Joint Messaging, Collaboration and Mobility Solutions include:

Avaya IP Telephony portfolio
Avaya Meeting Exchange® Groupware Edition
Avaya Unified Messenger for Lotus Notes/Domino platform
Avaya Unified Communications Center
Avaya Wireless LAN Solutions
IBM Business Process Consulting Services
IBM Systems Integration Services
Avaya Global Services
IBM Outsourcing and Hosting Services
IBM eServers running Linux and Windows
IBM WebSphere portfolio for web-based self-service components
IBM Lotus Notes/Domino portfolio
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Endo Pharmaceuticals

An intelligent communications solution by Avaya and IBM

Endo Pharmaceuticals Inc. (Endo) was established in 1997 from a leveraged buyout of The DuPont 
Merck Pharmaceutical Company. Today, the company is headquartered in Chadds Ford, Pennsylvania, 
and specializes in branded and generic pharmaceuticals that are used primarily to treat and manage 
pain. Endo’s research, development, sales and marketing efforts have produced a portfolio of 
established analgesic products, including Lidoderm,® Percocet,® Frova,® and DepoDur™. For more 
information, visit www.endo.com.

Challenge
In an attempt to keep its business as lean as possible, Endo had outsourced its sales force. In 
December 2003, however, the organization completed the internalization of its sales processes, 
which required it to more than double its headcount. As a result, Endo needed to quickly expand 
its communication infrastructure and improve the availability and efficiency of its current Microsoft®

Exchange® e-mail environment. The company found that it also needed to improve its telephone 
systems.

Solution
To develop and implement this new communication network, Endo turned to IBM Global Services–
Integrated Technology Services (ITS). The team suggested that Endo consolidate its e-mail systems 
and upgrade its messaging software with telephony and modular messaging solutions using Avaya.

Although the company had a long-term relationship with both IBM and Avaya, using Avaya hardware 
as well as IBM technologies and networking expertise, this project would be the first time Endo would 
be working with the two organizations in an integrated fashion. After successful assessments, IBM 
Global Services ITS performed system migration and software upgrade services for Endo. At the same 
time, IBM introduced a new IBM TotalStorage® DS4100 Storage Server into Endo’s infrastructure. In 
addition to hosting saved Exchange messages, the storage server also acts as a repository for back-
office SAP data. 

With its e-mail environment in place, Endo turned its attention to its phone systems. IBM expanded an 
existing Avaya communications server in one of Endo’s facilities and installed another at a recently built 
Endo location. The team constructed a unified messaging platform using Avaya Modular Messaging, 
which would enable the company’s sales force to receive distribution list messages via PC or 
telephone.

Results
Scalability. For Endo’s rapid growth, the ability to scale the solution to the need was and continues 
to be important.

Enhanced productivity and collaboration. Robust messaging is critical to any organization, but to 
Endo’s new sales force, it plays a vital role in productivity enhancements. The solution supports every 
employee worldwide, facilitating enterprise-wide collaboration. 

Minimized training requirements. By using popular and standard interfaces, Endo’s training costs 
simplified migration.

“IBM and Avaya went above the call of duty by dealing with anomalies in a very solid, 

upfront way, providing the level of technology to make it successful, and offering the best 

people from both sides.” 

– Eric Bloom, Vice President of IT, Endo Pharmaceuticals
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IgeaCare Systems Inc. manufactures state-of-the-art telephony-based communication systems. Its 
strategic partnerships and complete focus on the healthcare market enable it to provide a complete 
communication solution, connecting staff, attendants, maintenance, and administration with each other 
in real time. IgeaCare makes the world’s first and only line-powered telephony based nurse-emergency 
call system.

For more information, visit www.igeacare.com or contact
Dan Tomason
804-338-4690
dthomason@igeacare.com

Offers
Igeacom 300, 500 and Peripherals

 Compliant with Avaya Communication Manager.

The core of the solution is the communications 
server, linking various functions and systems 
together. Dial tone, provided by the server, handles 
the nurse call function. Emergency calls are placed 
from the resident’s suite by means of a red-colored 
momentary push button, red emergency button 
located directly on main unit, hard-wired pull cords, 
or wireless peripherals including a pendant and pull 
cord. These emergency calls are then routed using 
the server’s flexible programming to any networked 
desk, wireless telephones or pocket pagers ringing 
in sequence or together. During the call process, the 
room number, origin, level of urgency, and name of 
resident, if requested, are displayed on telephones/
pagers programmed to receive emergency calls from 
that location.

The server acts as a centralized switching system and controls specific functions of the system. The 
system is designed to accommodate any number of rooms and administrative phones — a central 
station(s) and auxiliary phone station(s) — as the selected server will allow. The system provides 
one non-blocking conversation path per resident (patient) unit. Each station can be individually 
programmed and utilizes non-volatile flash memory. The system provides communication via two-way 
full duplex voice communication and prioritized call points.

Solution Category
Mobility

Primary Industries Served
Education
Healthcare

Sales Region
NA

Avaya Contact
Bob Lesniak
732-852-2281
rlesniak@avaya.com
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Retirement and Assisted Living Facilities
An intelligent communications solution by Avaya and IgeaCare

Challenge
In retirement homes and assisted living facilities, response time is critical. How can these facilities 
ensure that residents can contact staff members when they need them and staff members can reach 
each other instantly?

Solution
IgeaCare’s igeacom integrates all features and functions of nurse call, security and wireless technology 
into one solution on an Avaya server platform.

Multiple call points that incorporate both hard-wired pull cords and brightly-colored push-button call 
activation are water-resistant and provide instant two-way speech between a resident and nurse or 
aide. Programmable software allows a user to toggle on or off each of the system’s features and 
functions. And emergency calls can be prioritized based on the origin of the call point and each device 
can be programmed individually to meet the special care needs of a particular resident.

Programmable buttons allow for system announcements so residents can be made aware of activities.

Results
Endless flexibility. Initial and redirection of nurse call events are handled seamlessly.

Improved escalation. Escalation is built into the system for redirection to any telephone both inside 
and outside the facility, especially important in a facility where a summons to a doctor-on-call or 
emergency responder might be needed.

No fail system. Each unit has an integrated battery back-up good for 500 hours of stand-by 
operation.

Centralized communications. The solution provides one point of contact for all communications in a 
facility.

Reduced cabling costs. Because resident units are line powered, installation and cabling costs are 
greatly reduced.
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InfinityCTI is an application development and integration company that works with Avaya and its 
partners to provide application development and integration services for interactive voice response 
(IVR), computer telephony integration (CTI), AVCT, AES, PBX, and call management system 
technologies.

For more information, visit www.infinitycti.com or contact
Frank Guthrie
858-228-1122
fguthrie@infinitycti.com

Offers
Custom Solutions
InfinityCTI offers consulting, professional services, 
and system integration for Avaya Interactive 
Response, Avaya Call Management System and 
Avaya Contact Center Express.

Solution Category
Call/Contact Center
Custom Application Development
Multi-media Contact Center
Multi-vendor Integration

Primary Industries Served
Banking
Finance
Healthcare
Education – Higher
Hospitality
Insurance
Manufacturing
Retail
Telecommunications
Transportation
Utilities

Sales Region
APAC
CALA
EMEA
NA

Avaya Contact
Paul Horvath
312-634-2474
phorvath@avaya.com



Innovations: Intelligent Companies Creating Intelligent Communications 35

A
v
a
y
a

D
e

v
e

lo
p

e
rC
o
n
n
ec
tio

n
 P

ro
g

ra
mInova Solutions

Inova Solutions improves workforce productivity and enhances customer service by making it easy 
to instantly communicate key performance information. Founded in 1984, Inova Solutions was an 
early innovator of real-time visual communication systems for the call center. Today, Inova is a global 
solutions provider whose clients include nearly half of the FORTUNE 100®.

For more information, visit www.inovasolutions.com or contact
Rao Kachibhotla
434-817-8000
partners@inovasolutions.com

Offers
Inova Performance Suite

 Compliant with Avaya Call Management System.

The Inova Performance Suite offers a single platform 
for capturing and communicating key metrics, 
providing agents, supervisors and management with 
a real-time view of performance and operations that 
cuts across vendor systems and contact center sites. 
The suite includes:

Inova LightLink™ – Powerful middleware that 
provides the real-time infrastructure for integrating 
data.

Inova Broadcaster™ – Intelligent digital signage 
software for combining real-time metrics with 
media-rich content in a format that engages, 
informs and motivates agents. 

Inova Performance Tracker™ – Toolkit for 
developing browser-based dashboards that give 
managers and executives instant visibility into how 
their centers are performing.

Solution Category
Call/Contact Center
Data Reporting/Warehousing
Multi-vendor integration
Screen Pop
Wall Boards

Primary Industries Served
Banking
Education - Higher
Finance
Government - Federal, State & Local
Healthcare
Homeland Security
Hospitality
Insurance
Legal
Manufacturing
Retail
Telecommunications
Transportation
Utilities

Sales Region
NA

Avaya Contact
Jennifer Guzman
425-558-8259
jennig@avaya.com
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INI software products and services address the complete life cycle of self-service applications 
associated with Avaya Interactive Response and Voice Portal. From solution design and project 
management to interface development and test, to deployment, documentation, training and ongoing 
support, INI delivers customer satisfaction in self-service environments. 

INI’s differentiation lies in areas critical to the success of self-service systems: deep technical 
expertise in the underlying technologies of networking, operating systems, database integration and 
computer telephony; natural end-user dialog design that leads to a better experience for callers; 
and a disciplined, highly-tuned project management process that ensures successful solution 
implementation. INI utilizes leading edge tools such as Dialog Designer and standards including VXML 
2.x and SIP, while focusing on the most appropriate technology to meet customer needs. 

For more information, visit www.interactivenw.com or contact
Debbie Kauffman
503-454-1400
kauffmand@interactivenw.com

Offers
Avaya Interactive Response Custom Solutions 
Custom application development and services for 
Avaya Interactive Response and Avaya Voice Portal 
working with the Avaya Communication Manager 
platform. Deliverables include INI’s trademarked 
Project Life Cycle Process, which addresses 
customer business needs by focusing on service and 
client return on investment. 

Custom Solutions
Consulting, professional services, and system 
integration associated with self-service applications 
used in conjunction with Avaya Communication 
Manager; Interaction Center; Avaya Proactive 
Contact; IP Phones; Converged Communication 
Server; CMS; Messaging and Contact Center 
Express.

Solution Category
Call/Contact Center
Call Control/Routing
Custom Application Development
Speech Recognition 
Switch Administration/MAC

Primary Industries Served
Banking
Education – Higher
Finance
Government – Federal, State & Local
Healthcare
Insurance
Utilities

Sales Region
APAC
CALA
EMEA
NA

Avaya Contact
Paul Horvath
312-634-2474
phorvath@avaya.com
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A Major Health Organization
An intelligent communications solution by Avaya and Interactive Northwest

Since its founding in 1924, a major health organization has shown a commitment to cardiovascular 
research and education. For this organization, providing information is much more than a requirement: 
it contributes to the prevention and treatment of cardiovascular disease. And the organization needed 
to provide information is a way that was easily accessible to the majority of the American population.

Challenge
Since the telephone provided the organization with the most ubiquitous means of disseminating 
information, the organization wanted to increase the effectiveness of its telephone operation. For years, 
its call center was outsourced, and as more information and options were added, callers were being 
routed to various locations that behaved and sounded differently. So the organization specifically 
focused on delivering a quality caller experience and a unified brand throughout the call routing 
network.

Solution
The outsourced call center was transitioned to an in-house solution to reduce expenses, improve 
the organization’s image and increase the services available to the calling public. Avaya was chosen 
to provide an Avaya Interactive Response solution running healthcare applications by Interactive 
Northwest Inc. (INI). 

Avaya Interactive Response, a comprehensive speech application platform, offers an array or tools and 
options to meet a wide range of customer self-service needs, with software that automates interactions 
and fulfillment tasks via speech, touch-tone, fax or TDD. INI’s healthcare applications provide the tools 
healthcare providers need to automate call centers, support new programs for disease management 
and perform other tasks. 

INI recreated the extensive network of call menus with its AudioMENUS™ application and applied 
professionally-recorded phrases in both English and Spanish, eliminating the perception of being 
bounced between locations. INI’s AudioFORMS addressed the organization’s need to collect caller 
information for literature requests, essentially collecting caller information for later transcription. This 
method improves accuracy and completeness over voice mail collection.

Results
Reduced expense. The solution eliminated the need for outsourcing and reduced costs associated 
with expanding capabilities.

Improved caller experience. The unified “persona” creates the impression that all operations are 
under one roof.

Positive ROI. The organization’s new in-house call center will pay for itself within five years, while it 
expands its capabilities in preventing and treating disease.
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ISI Telemanagement Solutions, Inc. is a full-service telecom solutions company offering 
telecommunications management software and consulting services that help manage costs, improve 
productivity and increase revenue. ISI’s products are used by law firms, accounting firms, universities 
and other higher education facilities, hospitality properties, government agencies, medical facilities and 
thousands of commercial companies.

For more information, visit www.isi-info.com or contact
Mitchell Weiss
847-706-5098
mweiss@isi-info.com

Offers
InfortelSM Select

 Compliant with Avaya Communication Manager.

Infortel Select is a call accounting product designed 
for companies with as few as 50 stations to well over 
100,000 stations. It is available in both on-site and 
outsourced configurations, and includes full web 
accessibility for management and reporting.

Solution Category
Billing
Call Accounting

Primary Industries Served
Banking
Education – Higher
Healthcare
Legal

Sales Region
NA

Avaya Contact
Matt Parker
732-852-3664
mparker@avaya.com
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Maximum Network Solutions is a leading independent telecommunications consultancy specializing 
in the design, development and implementation of private voice networks, voice solutions and voice 
applications.

The company provides a full range of consultancy services from pre-sales feasibility and advice, 
network and security audits, complete network design, voice applications, hosted applications, 
project management, disaster recovery planning and managed services. Maximum Network Solutions’ 
team of highly-qualified personnel is experienced in all aspects of voice network and system design, 
development and implementation. The team is highly skilled in CTI, IVR, Natural Speech Recognition 
and the integration of different switching and signaling systems. Maximum Network Solutions is the 
only UK-based technical consultancy that provides a completely underwritten design indemnity, 
ensuring that its designs, applications and solutions will perform and meet the requirements as 
intended.

For more information, visit www.maximumlimited.
com or contact
David Mack
+44 (0)1909 774477
mack@maxnet.co.uk

Offers
Consulting, Professional Services, and System 
Integration.
Maximum Networks provides consulting, professional 
services, and system integration with Avaya 
Communication Manager, Avaya Interaction Center, 
Avaya Interactive Response and Avaya Voice Portal.

Solution Category
Custom Application Development

Primary Industries Served
Banking
Education – Higher
Finance
Government – Federal, State & Local
Healthcare
Homeland Security
Hospitality
Insurance
Legal
Manufacturing
Retail
Telecommunications
Transportation
Utilities

Sales Region
EMEA

Avaya Contact
David Sheldon
+44 (0)1483 309090
dpsheldon@avaya.com
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Meru Networks is the global leader in wireless infrastructure solutions that enable the All-Wireless 
Enterprise. Its industry-leading innovations deliver pervasive, wireless service fidelity for business-
critical applications to FORTUNE 500® enterprises, universities, healthcare organizations, and local, 
state and federal government agencies. Meru’s award-winning Air Traffic Control technology brings the 
benefits of the cellular world to the wireless LAN(WLAN) environment, and its WLAN System is the only 
solution on the market that delivers predictable bandwidth and over-the-air Quality of Service (QoS) 
with the reliability, scalability, and security necessary for converged voice and data services over a 
single WLAN infrastructure. 

For more information visit www.merunetworks.com or contact
Cal Calamari
978-870-6301
ccalamari@merunetworks.com

Offers
Meru WLAN System

Compliant with Avaya Communication Manager 
and Avaya IP Office Solution.

The Meru WLAN System offers the only Wi-Fi 
certified WLAN system that delivers a single wireless 
infrastructure for toll-quality voice and high-density 
data, all with superior total cost of ownership. 
Combining centralized security and management 
with system-wide air traffic coordination and control, 
the Meru WLAN System overcomes the critical 
challenges involved in implementing and managing 
a scalable WLAN infrastructure at enterprise 
headquarters, campuses, multi-tenant facilities and 
branch offices. Key benefits of the Meru WLAN 
System include: 

No RF expertise required to deploy and manage

One wireless network for voice and data

Seamless handoffs across Access Points for true mobility

Guaranteed high priority delivery of mission critical applications

True b/g performance in mixed radio environments

Low total cost of ownership—i.e., higher density per access point means fewer need to be deployed, 
no need for costly site surveys; coordinated network reduces need for on-going support. 

Solution Category
Mobility
Wireless LAN
Wireless Telephony

Primary Industries Served
Education – Higher 
Government – Federal
Healthcare

Sales Region
APAC (for Japan only)
NA

Avaya Contact
Bob Lesniak
732-852-2281
rlesniak@avaya.com
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Microsoft Corporation engages in the development, manufacture, license, and support of software 
products for various computing devices worldwide. The Microsoft Dynamics™ segment offers software 
solutions to manage financial, customer relationship, and supply chain management functions. Its 
products consist of business solutions, customer relationship management software, retail solutions, 
and related services. Microsoft was founded in 1975 by William H. Gates III. The company is 
headquartered in Redmond, Washington.

For more information, visit www.microsoft.com or contact
Liz Ngo
425-722-4086
liz.ngo@microsoft.com

Offers
Avaya provides a range of solutions that interoperate with the Microsoft platform across all market 
segments:

Small and Medium Business Solution
Microsoft Dynamics CRM with Avaya IP Office Solution

The Avaya IP Office Customer Management 
solution integrates the call routing and contact 
center capabilities of the Avaya IP Office with the 
database and reporting technology of the Microsoft 
Dynamics CRM (MS-CRM) application. When a call 
comes in, the Avaya IP Office sends information 
about the caller to the Microsoft application, which 
searches its database for any customer records 
linked to that incoming phone number. The IP Office 
Customer Management solution can also screen 
pop into MS-CRM based not only on Caller ID but 
also on customer input data when they have called 
in, like a customer account number or code. The 
customer records are routed along with the call and 
appear as a “screen pop” of information on the PC 
of the person handling the call. By delivering current records along with calls, the IP Office Customer 
Management solution makes it possible to efficiently access and update customer information and 
support consistent service for customer transactions. In addition, the call handler or agent can 
automatically create new activity records in the CRM application on receipt of the phone call. The 
ability to dial out of a customer record provides “intelligent” outbound calling capabilities to the sales 
and service representatives within an organization. As this solution combines Microsoft Dynamics CRM 
3.0 and Avaya IP Office Compact Contact Center, it is a comprehensive contact center solution with 
call routing, reporting and productivity tools.

Mid-Market Solution
Microsoft Dynamics CRM with Avaya Contact Center Express

Avaya Contact Center Express (CCE) provides a pre-built connector to Microsoft Dynamics CRM (MS-
CRM). It provides the ability to call contacts in your Contacts list on their business, home or mobile 
phone; call contacts in your accounts list on their main or other phone; and receive screen-pops with 
inbound calls. The MS-CRM connector is designed to provide screen pop and call dialing from MS-
CRM web pages. Specifically, screen pop is based on the incoming contact phone number or account 
phone number, while three icons on the MS-CRM contacts and accounts screens provide call dialing 
from the home phone number, business phone number and mobile phone number fields. The MS-CRM 
connector’s dial buttons automatically appear in the toolbar of all contact and account records. 

Solutions
Call/Contact Center
Mobility

Sales Region
EMEA
NA

Avaya Contact
Elaina Herber
425-558-8544
herber@avaya.com
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Enterprise Solution
Microsoft Desktop Applications enabled with Avaya Softphone and Avaya Communication Manager

The Avaya IP Softphone makes it easy to place and receive phone calls from a PC or laptop, making it 
ideal for teleworking applications. It gives the user a choice of simple graphical user interfaces (GUIs) 
and integrates well with Microsoft desktop applications such as Microsoft Outlook® and Microsoft 
Internet Explorer®, enabling click-to-dial and screen pops. At Microsoft’s Tech-Ed 2006 conference, 
Avaya demonstrated additional options to enable presence and call control integration between 
Microsoft Office Communicator and Avaya Communication Manager through Avaya IP Softphone and/
or Avaya Application Enablement Services [AES].

Microsoft Outlook® with Avaya Modular Messaging Solution

Avaya Modular Messaging is a powerful IP- and standards-based voice and fax messaging platform 
designed for single- or multi-site global enterprises. Messages are accessible any time, anywhere from 
a wide array of access devices including telephones, fax machines, or PC graphical user interfaces. 
Unified messaging improves employee productivity by providing a single inbox for accessing all 
messages and helps reduce administrative costs through single message storage and combined 
administration for both voice mail and email. And it reduces the number of servers to manage. Avaya 
Modular Messaging supports a Unified desktop client through Microsoft Outlook providing unified PC 
desktop access to messages (voice, fax and email), enhancing productivity of associates by providing 
a single interface for accessing all messages.

Microsoft Exchange® with Avaya Unified Communication Center with Speech Access

Avaya Unified Communication Center lets mobile, remote and office workers easily access important 
communications tools and information via any telephone using simple and intuitive speech commands. 
Users can manage personal contacts, calendar and tasks including “Reach Me” capabilities with ability 
to screen incoming calls, and set reminders while mobile. This solution facilitates placing voice calls 
from any phone (via the corporate voice network) by speaking digits, using contacts from Microsoft 
Exchange, from the users’ web contacts (either from Microsoft Exchange or IBM Lotus Notes®), or 
corporate LDAP directory. Returning calls is easy with the ability to call the sender of a voice mail, 
if automatic number identification is supplied, if he/she is part of the corporate LDAP directory or 
personal contacts. It can even call the sender of an email if they are part of the corporate LDAP 
directory or personal contacts. It can enable the creation of ad hoc conference calls, while maintaining 
access to voice mail, email, calendar and tasks. And it provides speech access to voice messages 
from Avaya Messaging systems, and email messages from Microsoft Exchange. 

Microsoft Windows Mobile 5® with Avaya one-X™ Mobile Edition

Avaya one-X Mobile Edition is a family of client software for leading mobile smartphone platforms that 
transforms a user’s mobile phone into his/her office desk phone. Avaya one-X Mobile Edition allows 
mobile employees to easily access powerful features of IP telephony software such as multi-party 
conference calling, call transfer, call coverage, abbreviated dialing and more. Avaya one-X Mobile 
Edition now supports Microsoft Windows Mobile 5 devices.

Microsoft, Microsoft Dynamics, Microsoft Business Solutions, MS-CRM, Outlook, Explorer, Exchange, Office Communicator, 
Windows Mobile, Windows Mobile 5 Windows, MS_CRM Connector and other Microsoft products and services are either 
registered trademarks or trademarks of Microsoft Corporation in the United States and/or other countries.

Lotus Notes is a registered trademark of IBM Corporation and/or its related companies and are protected by U.S. and 
international trademark laws.
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Blood Diagnostics
An intelligent communications solution by Avaya and Microsoft

Blood Diagnostics, Inc. (BDI) is an independent, wholesale distributor of plasma-derived 
pharmaceutical products. Founded on the principles of professional integrity, customer service and 
commitment to the plasma industry, BDI provides emergency 24/7 availability, unparalleled customer 
service, and extensive product knowledge. These principles and services define Blood Diagnostics’ 
customer-centric approach to serving the nation’s healthcare community. In addition to its headquarters 
location in Irmo, S.C., the company owns and operates two remote offices. The BDI location in San 
Diego, Calif. is a sales office. The Temecula, Calif. location is a distribution center. The company 
currently employs approximately 40 people. For more information, visit www.blooddiagnostics.com.

Challenge
BDI needed to replace an aging 3Com analog telephone system at its Irmo headquarters location with 
a solution that would also support its remote offices in San Diego and Temecula. BDI wanted a solution 
that would network the three locations and provide more cost-efficient and easier inter-company 
communications. In short, the company wanted a new communications system that would function as 
if everyone was working at the same location. BDI also wanted to prepare each location to gradually 
transition to IP telephony. 

Solution
BDI evaluated a number of solutions before narrowing the choice to a Cisco or an Avaya system. The 
company ultimately selected the Avaya IP Office Solution because it has the flexibility to interface with 
both the analog phone system in place in Irmo and the IP phones in San Diego and Temecula. The 
hybrid functionality of the Avaya IP Office system also allowed BDI to make a gradual migration to IP 
telephony without having to install an entirely new voice and data network. BDI also found the Avaya IP 
Office to be extremely cost-competitive against other vendors’ products.

Results
Communications consistency. The seamless integration between the existing analog phone system, 
the Avaya IP Office Solution and the Microsoft Dynamics® CRM allows the company to function as 
one operation while serving customers from multiple locations. 

Cost savings. Now BDI can run all of its inter-company long distance calls between its sites in 
California and South Carolina over IP and avoid costly toll charges. 

Enhanced collaboration. And with three-digit dialing between locations, employees can also easily 
contact each other as if their colleague was across the floor instead of across the country.

Scalability. Given its tremendous growth over the past few years, BDI is also considering a move to 
a larger headquarters as well as opening more distribution points around the country. The company 
expects to add more offices and more digital telephones, while adding additional IP phones 
as needed to their remote locations. The Avaya solution’s flexibility will allow BDI to add those 
telephones and additional lines quickly and easily.

Improved management options. The integrated Avaya and Microsoft Dynamics® CRM solution can 
generate detailed reports, making tracking and monitoring — on a real-time and monthly basis — a 
simple operation.
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Millenigence is the leading provider of software solutions that deliver information available on corporate 
data networks or the Internet to business end-users and consumers on the communication device 
of their choice. Millenigence’s core technology, the DashPhone™ Application Server, supports 
all converged communication endpoints, including IP Phones, Personal Digital Assistants (PDA), 
BlackBerry® devices, and cellular phones, bringing mobility to enterprise and Internet applications.

For more information visit www.millenigence.com or contact
Saied Kazemi
949-270-0606 Ext. 101
saied@millenigence.com

Offers
DashPhone Application Server™ (DAS)

 Compliant with Avaya IP Telephones.

Millenigence provides a powerful device-agnostic 
J2EE-based XML framework, called DashPhone, 
for development, deployment, and cross-device 
translation of XML applications for Avaya IP 
Telephones and mobile devices. The DashPhone 
Application Server™ is an Avaya-certified platform 
for rapid IP Telephone application development 
and deployment. Applications can tie with backend 
servers and databases such as Oracle and SAP.

Solution Category
Custom Application Development

Primary Industries Served
Education
Healthcare 
Hospitality

Sales Region
NA

Avaya Contact
Bob Lesniak
732-852-2281
rlesniak@avaya.com
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Mutare Software is a Premier member of the Avaya DeveloperConnection Program, and the only 
Premier member focused on applications for the Avaya Modular Messaging Solution. 

For more information visit www.mutare.com or contact
Ben Crown
bcrown@mutare.com
847-496-9001

Offers
Custom Application Developer & 
Enabled VoiceMail (EVM)

Compliant with Avaya Modular Messaging 
Solution.

Add-on applications for Modular Messaging. EVM 
provides desktop messaging with no desktop client; 
integration to all e-mail platforms; emergency stand-
by capabilities and much more.

Solution Category
Messaging
Mobility
Voice Mail/Unified Messaging

Primary Industries Served
Education – Higher
Government – Federal, State & Local
Healthcare

Sales Region
NA

Avaya Contact
Bob Lesniak
732-852-2281
rlesniak@avaya.com
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NICE Systems (NASDAQ: NICE) is a leading provider of voice recording, quality management and 
advanced content analytics for telephony, web, radio and video communications. NICE’s solutions 
improve business and operational performance, as well as security. 

NICE has over 23,000 customers in 100 countries, including the world’s top 10 banks and 78 of the 
FORTUNE 100® companies.

For more information, visit www.nice.com or contact
Dale Pacetti
615-371-4232
dale.pacetti@nice.com

Offers
NICE Perform RII™

Compliant with Avaya Communication Manager 
and Avaya EXPERT SystemsSM Diagnostic Tools.

NICE Perform™ is a fully-integrated suite of solutions 
that offers innovative ways to generate insight from 
interactions and drive performance in the contact 
center and throughout the enterprise. NICE Perform 
provides voice and screen recording, agent quality 
management and multi-dimensional analytics that 
help decision makers understand customer intent, 
market dynamics and identify current and future 
trends. Content analysis is derived from a wide 
variety of information sources, including word 
spotting, emotion detection, talk pattern analysis, 
post-call customer surveys, call flow analysis, 
application activities, business data and more. The 
power of NICE Perform lies in the unique synergy 
between components that allows any user to gain 
insights from the interactions, and turn these insights 
into an exceptionally-valuable source of decision-
support information.

NICE Analyzer™
 Compliant with Avaya Call Management System.

NICE Analyzer™ is a Web-based data mining tool 
that enhances the capabilities of the Avaya Call 
Management System by providing long-term storage 
and reporting of individual call data. By combining 
NICE Analyzer with the NiceLog® System, complete 
customer experience records are quickly retrieved 
and integrated with the recorded conversations.

Solution Category
Call/Contact Center
Hosted Solutions
Quality Monitoring/Management
Recording – Voice/Digital 
Screen Capture

Primary Industries Served
Banking
Education – Higher
Finance
Government – Federal, State & Local
Healthcare
Homeland Security
Hospitality
Insurance
Legal
Manufacturing
Retail
Telecommunications
Transportation
Utilities

Sales Region
APAC 
CALA
EMEA
NA

Avaya Contact
Jennifer Guzman
425-558-8259
jennig@avaya.com
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Objectworld Communications Corp. is the first and only provider of IT Telephony™, the next step in 
the convergence of telephony into the IT data center. Objectworld products lower costs and enhance 
productivity by extending or replacing traditional PBX systems with SIP unified communications 
productivity software for Microsoft® Windows® platforms administered seamlessly in real-time with 
Active Directory™. With Objectworld’s hardware-neutral approach and strategic alliances with leading 
SIP end-point vendors, customers enjoy unprecedented choice, control and security. Objectworld is 
the intelligent choice for organizations seeking to gain competitive business advantage by integrating 
business communications with business processes. 

For more information visit www.objectworld.com or contact
Jeff Wissing 
613-599-9698
jwissing@objectworld.com

Offers
CallAttendant Office™

Compliant with Avaya MERLIN MAGIX®

Integrated System and Avaya IP Office Solution.

CallAttendant Office™ is a low-cost, feature-rich 
unified communications productivity software for 
MS Window® with single-server, centralized Active 
Directory®-based administration. CallAttendant Office 
enhances productivity and lowers costs, integrating 
Unified Messaging, Unified Communications, 
Interactive Voice Response and other business 
communications services and applications with 
today’s PBXs and e-mail servers.

Solution Category
Messaging
Unified Messaging
Voice Mail/Unified Messaging

Primary Industries Served
Education
Healthcare
Legal
Manufacturing
Telecommunications

Sales Region
NA

Avaya Contact
Dan Fusco
908-953-7898
dfusco@avaya.com
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Onvoy was established in 1988 as a collaborative effort of independent local telephone companies to 
provide a range of leading-edge telecommunications services. Onvoy offers the Converged IP Services 
offering that delivers voice, videoconferencing, data and Internet services over a single private IP 
network to customers in more than 350 communities in Minnesota and beyond. Onvoy is a privately 
held corporation headquartered in Minneapolis. 

For more information, visit www.onvoy.com/sol_bus_avaya.shtml or contact
Al Afflitto
albert.afflitto@onvoy.com
952-230-4061

Offers
Onvoy Converged IP Services

Compliant with Avaya SIP Enablement Services 
and Avaya Communication Manager.

Onvoy’s Converged IP Services provide voice, 
video, private data and Internet access over a single 
converged, private IP network. The voice component 
is a comprehensive offering, providing hosted VoIP, 
or integration with existing PBXs or key systems. For 
customers who want to interface with a premise-
based phone system, the Onvoy Converged IP 
Services network can provide dial-tone services 
and connectivity to the public switched telephone 
network (PSTN). For Avaya’s latest communications 
systems that support Session Initiation Protocol (SIP), 
Onvoy can provide a native SIP trunk into the server. 
This solution provides customers with cost savings 
and network simplicity while enabling new and future 
capabilities that require end-to-end SIP connectivity.

Solution Category
Provider Access Trunking

Primary Industries Served
Banking
Education
Government - State & Local
Healthcare

Sales Region
NA

Avaya Contact
John Robertson
732-852-2667
johnrobertson@avaya.com

SM
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Orange Business Services represents business communications solutions and services provided by the 
France Telecom Group. They include converged voice, data and mobile services as well as IT expertise 
and managed services, all designed to transform business processes and improve productivity. Orange 
Business Services is present in 166 countries and territories and serves customers in 220 countries 
and territories.

Orange Business Services provides global, integrated and customized communication infrastructure 
solutions to enable the key business processes of its customers. 

Building on extensive experience in data communications, Orange Business Services serves over 3,700 
large business customers, including two-thirds of the top 100 companies in the Business Week “Global 
1000” list for 2003, such as Ernst & Young, Hanjin Shipping, Japan Tobacco International, Le Meridien 
Hotels, and Zurich Financial Services.

For more information, visit www.orange-business.com or contact
Brad Lewis 
678-346-3464

The Avaya and Orange Business Services Alliance
Leveraging their respective strengths, Orange 
Business Services and Avaya’s strategic partnership 
provides world-class IP communications services and 
solutions to help multinational companies maximize 
the power of convergence in a cost-effective manner. 
They work together to help customers in more 
than 95 countries implement IP telephony-related 
applications and services to make the most of their 
existing investments, lower the risks associated with 
migrating to new technology and simplify sourcing by 
reducing the number of external suppliers through a 
single, global point of contact.

Offers
Comprehensive IP Telephony Solutions, IT Expertise 
and Managed Services 

Compliant with Avaya Communication Manager 
and Avaya Hosted Solutions.

This business alliance partnership combines 
Orange Business Services’ best-in-class global, 
managed solutions and support with Avaya’s 
industry-leading IP telephony technology and 
leading market position. Orange Business Services’ 
“intelligent network” service works hand-in-hand 
with Avaya’s Communication Manager to provide multinational customers the benefits of advanced 
calling features that match, and even exceed, traditional voice services in more than 95 countries. 
And, enterprises benefit from Orange Business Services’ lifecycle services, including consultancy, 
design, implementation and ongoing managed services support. Orange Business Services and Avaya 
have invested heavily in the partnership. More than 100 Orange Business Services employees – sales, 
customer service, consulting, engineering, field operations and operations center professionals – have 
trained to become certified experts in Avaya technology. This investment ensures that customers 
receive a comprehensive IP telephony solution from beginning to end, customized to meet their 
business objectives, at their pace. 

Solution Category
Attendant Console
Call/Contact Center
Data Reporting/Warehousing
Enterprise Application Integration
Field Services
Geographical Information Services
Help Desk
Hosted Solutions
Infrastructure
Infrastructure Management
Integrated Security Appliance
Managed Services
Messaging
Mobility
Multi-media Contact Center
Multi-vendor Integration
Project Management
Security
Solution Architecture
Switch Administration/MAC
Telecommuting
Test & Monitoring
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For most global businesses today faced with 
the challenge of reducing costs while increasing 
productivity, migration to IP telephony represents 
part of the solution. IP telephony supports many 
advanced applications that can improve business 
functions by integrating voice with other IP-based 
applications sharing a common, secure network 
infrastructure. It promises cost savings by combining 
voice and data onto one network that can be 
centrally managed. However, the path for adopting 
IP telephony is different for every company. Orange 
Business Services and Avaya can help identify the 
optimal path for an enterprise and deliver a variety 
of benefits, including flexible solutions, improved 
customer service, lower costs and advanced 
capabilities.

Whether an organization wants to implement pure IP 
telephony at a new branch, a hybrid at headquarters 
or mixed IP digital or analog phones it can protect 
existing investments in applications, switches, 
servers, gateways and phones. And, the Orange/
Avaya solutions offer a flexible framework to deliver 
and integrate an end-to-end telephony solution 
based on a one-time charge or a “pay-as-you-grow” 
price per handset approach. 

When a global financial services company 
experienced a sustained market down-turn and 
needed to make significant reductions in their 
network expenditures, Orange Business Services 
designed a comprehensive IP telephony outsourcing 
solution that included a converged voice and data 
network and an IP contact center service based on 
Avaya technology. The solution delivered significant 
cost savings and a more efficient and seamless telephony environment across 760 sites and 40 call 
centers involving 42,000 end users. The customer’s mixed, multi-vendor PBX environment was causing 
gridlock in its customer service contact centers, the lifeblood of their business. The solution eliminated 
this inefficient model and greatly improved critical revenue-generating customer service functions. 
Each customer service site now boasts a high level of availability (99.999%), and contact centers can 
seamlessly handle e-mail, fax, voice and Web inquiries.

Orange Business Services and Avaya also delivered an IP telephony solution to one of the world’s 
largest glass producers with operations across Latin America, North America and Europe. Orange 
Business Services provided project management and integration services to install, manage and 
maintain the IP telephony service, updating the company’s obsolete telephony system and providing 
advanced voice messaging features to 4,500 employees.  

Primary Industries Served
Banking
Education – Higher 
Finance
Healthcare
Hospitality
Insurance
Legal
Manufacturing
Retail
Telecommunications
Transportation
Utilities

Sales Region
APAC
CALA
EMEA
NA

Avaya Contact
Stephen Ashurkoff
703-376-2039
ashurkoff@avaya.com 

Jens Iversen
33 6 7225 7234
iversen@avaya.com

Susan Kuchinski
908-953-5258
skuchinski@avaya.com
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Presence Technology is a software provider specialized in providing advanced solutions for the Contact 
Center to optimize the resources and increase the efficiency in the interactive processes between the 
companies and their customers.

The company was founded in 2001 and is mainly funded by the Corporacion Financiera Valora. 
Featuring a highly-qualified professional team, the company has closed deals with a large number 
of customers on a worldwide scale. Its network of strategic partners spans across Europe, South 
America, South Africa and the U.S.A., endorsing and supporting projects all over the world.

For more information, visit www.presenceco.com or contact
Jose Luis Castanos
+34 (0)9310 10300
jlcastanos@presenceco.com

Offers
CRM Optimizer

 Compliant with Avaya Communication Manager.

CRM Optimizer Voice is able to manage both 
traditional voice channels and IP voice channels. It 
allows complete management of voice interactions 
between the contact center and the customer and 
the capability to handle both outgoing and incoming 
calls by the same agents (Call Blending). Integration 
with other CRM applications or other components 
of the contact center is achieved through APIs and 
ActiveX controls, including connectors for some of 
these specific systems (Siebel, SAP®, etc.). CRM 
Optimizer Voice also provides a powerful predictive 
dialing system that boosts the productivity of agents 
in outbound campaigns. The dialer can filter out 
non-useful contacts (no answer, answering machine, 
FAX, etc.) and anticipate the calls before an agent is 
available, based on highly-sophisticated prediction 
algorithms.

Solution Category
Call/Contact Center
Multi-media Contact Center
Proactive Contact

Primary Industries Served
Banking
Education – Higher
Finance
Government – Federal
Government – State & Local
Healthcare
Homeland Security
Hospitality
Insurance
Legal
Manufacturing
Retail
Telecommunications
Transportation
Utilities

Sales Region
CALA
EMEA

Avaya Contact
David Sheldon
+44 (0)1483 309090
dpsheldon@avaya.com
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With more than ten years of business experience, ProTel focuses mainly on system integration and 
professional services for call center solutions. The company’s team of software experts is familiar 
with the implementation of Avaya Customer Relationship Management (CRM) solutions, including 
Avaya Interaction Center, Avaya Interactive Response, Avaya Contact Center Express, and Avaya Call 
Management System. The company is also a software partner of IBM, BEA and Oracle.

For more information visit www.protelnet.com or contact
Jovita Chan
+85 (0)2253 48118
jovita@protelnet.com

Offers
Spotlight Agile Workspace Management (AWM)

Compliant withCompliant with Avaya Communication Manager.

Spotlight Agile Workspace Management (AWM) is an 
Enterprise Collaboration Portal Solution for Avaya IP 
Telephone platforms, comprising enterprise instant 
messaging (IM), Avaya IP Softphone, presence 
management, centralized corporate directory 
(including LDAP) and groupware integration. The 
solution supports both TDM phones (e.g, analogue, 
Avaya 6400 Series Telephones) and Internet Protocol 
(IP) phones (e.g., Avaya 4600 Series Telephones). 

Solution Category
Call/Contact Center
Enterprise Application Integration
Messaging
Mobility

Primary Industries Served
Banking
Education – Higher & K-12
Finance
Healthcare 
Hospitality

Sales Region
APAC

Avaya Contact
Peter White
+86 (0)2161 206963
pwhite@avaya.com
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RAD Data Communications manufactures innovative access equipment for data communications 
and telecommunications applications. RAD is a worldwide leader in circuit emulation and pseudowire 
technologies enabling enterprises to transport existing Time Division Multiplexing (TDM) circuits across 
Ethernet, Internet Protocol (IP) or Multiprotocol Label Switching (MPLS) networks. Serving enterprise 
and service provider customers, RAD’s installed base exceeds 8,000,000 units including more than 150 
carriers and operators worldwide. 

For more information, visit www.RADUSA.com or contact
Larry Jacobs
201-529-1100
larry_j@radusa.com

Offers
Vmux Analog Port Extension over IP

 Compliant with Avaya Infrastructure.

The Vmux family of voice compression gateways 
extends analog and T1 circuits across IP/Ethernet 
connections. The voice circuits are compressed 
16:1 and are transparently carried across the packet 
network, enabling use of economical, converged 
packet transport while continuing to use existing 
Avaya TDM-based switching equipment. The high-
bandwidth efficiency of the Vmux gateways and their 
ability to transparently support signaling protocols 
makes this an ideal solution for supporting legacy 
switches in a packet environment.

Vmux Voice Compression
 Compliant with Avaya Infrastructure.

The Vmux voice compression family provides 16:1 
voice stream compression and enables T1/E1 circuits 
to be transparently carried across IP/Ethernet or 
TDM connections. In this application, the Vmux 
family enables voice trunking between Avaya T1/E1 ports. The Vmux can transport these circuits over 
IP/Ethernet connections, allowing the use of economical, converged packet infrastructure. Alternatively, 
the Vmux can send these T1/E1 circuits across TDM connections such as satellite links. The Vmux 
allows the continued use of existing Avaya TDM switches while benefiting from packet transports and 
the efficiencies of voice compression.

IPmux
 Compliant with Avaya Communication Manager.

IPmux-14 TDM over IP psuedowire gateways are used to connect Avaya’s Remote Port Network 
with DS1 converter, running Connection Manager v 2.0.1 across IP/Ethernet transports. This enables 
remote port connectivity of TDM switches over packet networks, leveraging a converged IP/Ethernet 
infrastructure.

Solution Category
Infrastructure

Primary Industries Served
Education – Higher
Finance
Government – State & Local
Healthcare
Insurance
Manufacturing

Sales Region
NA

Avaya Contact
Matt Parker
732-852-3664
mparker@avaya.com
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Rave Wireless is a leading enabler of the next generation mobile lifestyle. Rave increases the 
usefulness of mobile phones by making it easy to personalize, create and share traditional online 
media, user- and community-generated content, and location based information. 

The company was founded by wireless industry veterans who conducted an intensive study of the 
behaviors of today’s mobile youth. The result was a hosted software application and set of solutions 
for universities and their students that increase the usefulness of mobile phones. Rave Wireless 
was incorporated in November 2004 and is headquartered in New York, N.Y. with an office in 
Cambridge, Mass. 

For more information visit www.ravewireless.com or contact
Dan Rosenberg
212-337-9828
drosenberg@ravewireless.com

Offers
RAVE Mobility Applications

Compliant with Avaya Wireless Solution.

The solution is a suite of mobile applications 
designed for higher education and encompasses 
safety cell browser solutions for student activity.

Solution Category
Mobility
Wireless Telephony

Primary Industries Served
Education - Higher

Sales Region
NA

Avaya Contact
Bob Lesniak
732-852-2281
rlesniak@avaya.com
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Montclair State University 
An intelligent communications solution by Avaya and Rave Wireless 

Montclair State University is a four-year public institution located in Montclair, New Jersey. In close to 
100 years of existence, the university has achieved distinction in many ways. With more than 14,000 
students, it is New Jersey’s second-largest and fastest-growing university. Its programs in education 
are recognized nationally as exemplars in the field, and the university has been recognized as a center 
of excellence in various fields. As the university looks forward to an aggressive plan of growth and 
further improvement over the next decade, one of its key objectives is to embrace the pervasive and 
transforming use of technology to support teaching, learning, administration, campus safety, and 
student life. For more information, visit www.montclair.edu.

Challenge
As Montclair State University grew admissions at a pace of almost 10 percent per year, several 
trends were emerging. Students increasingly relied on mobile phones as their primary means of 
communication. Over 90 percent of incoming students had a mobile phone, and many were reluctant 
to share their mobile numbers with the university. The result was a decrease in the university’s ability to 
effectively communicate with students.

Landlines in student housing fell into disuse, resulting in increased difficulty contacting students for 
both routine and emergency communications, as well as a decrease in revenue to the school without 
a corresponding decrease in infrastructure maintenance costs. As the university began expansion 
planning to sustain its growth, the issue of wiring new construction came to light and the university 
questioned investing in infrastructure it felt was outdated. The university administration considered 
issuing mobile phones to all incoming freshman, but was hindered by the reluctance of students and 
parents to pay for a mobile phone issued by the university, and limited by poor cellular coverage 
across the campus. 

Montclair State University recognized that incorporating mobile phones into the fiber of the university 
community could both support the teaching and learning mission as well as address the tactical 
challenges it faced with the growing pervasiveness of mobility. 

Solution
Montclair chose Rave Wireless’ suite of mobile applications – Rave Essentials™ Rave Academic™, 
Rave Guardian™ and Rave Transit™ – along with Rave Managed Services to enable a transformation. 
Working with the university, Rave Wireless helped craft a solution that addressed all the major 
constituents: students, administration, faculty and parents. Rave Wireless identified the wireless carrier 
that best suited the university’s requirements and helped negotiate a program. Making mobile phones 
a requirement for all freshman students living on campus allowed the school to negotiate extremely-
competitive rate plans, passing on significant group discounts to students, while ensuring students had 
phones that were Internet-enabled. 

Further, the carrier committed to building out full coverage across the campus. Avaya Communication 
Manager serves as the core messaging infrastructure of the institution. Montclair State University 
shares a vision with Rave Wireless and Avaya to enable seamless 4-digit dialing among any and all 
students, faculty or staff members – regardless of whether they are using a fixed-line or mobile phone 
– and implement easy-to-use directory search features on all campus phones.

Results
Cost savings. The University eliminated unnecessary expenses for phones in the residence halls, 
replacing them with Internet and GPS-enabled mobile phones for all students. Competitive mobile 
rates were passed along to students. And the campus got cost-free campus coverage.

Enhanced campus community. All phones issued come pre-loaded with Rave Wireless mobile 
applications that strengthen community, enhance academics and improve safety. 

Student/parent satisfaction. Advanced mobile communications on campus have resulted in stronger 
ties with Montclair that the administration expects to translate into improved retention rates. 
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Research In Motion (RIM), a publicly-traded company, is a leading designer, manufacturer and 
marketer of innovative wireless solutions for the worldwide mobile communications market. RIM’s 
portfolio of award-winning products is used by thousands of organizations around the world and 
includes the BlackBerry® wireless platform, software development tools, and software/hardware 
licensing agreements. 

For more information visit www.rim.com or contact
Scott Raino
sraino@rim.com
519-888-7465 Ext. 8206 
416-710-7359 (BlackBerry)

Offers
BlackBerry® Enterprise Solution over WLAN 

Compliant with Avaya Converged 
Communication Server.

The BlackBerry Enterprise Solution provides a 
complete wireless connectivity platform for keeping 
mobile professionals connected to people and 
information. The Enterprise Solution is a fully-
integrated offering that includes innovative server 
software, advanced wireless devices and essential 
support services and programs.

The BlackBerry Wireless Local Area Network (WLAN) 
offering extends the traditional BlackBerry Enterprise 
Solution to mobilize the “Corridor Warrior.” It 
provides users with wireless access to a full suite of 
productivity enhancing tools, including e-mail, access 
to back-end applications, Internet and intranet, 
integration with VoIP communications, and organizer 
features.

Solution Category
Call/Contact Center
Corporate Hoteling
Enterprise Application Integration
Help Desk
Messaging
Mobility
Multi-media Contact Center
Security
Telecommuting
Unified Messaging

Primary Industries Served
Education – Higher 
Government – Federal, State & Local
Healthcare
Hospitality
Manufacturing
Retail

Sales Region
NA

Avaya Contact
Bob Lesniak
732-852-2281
rlesniak@avaya.com
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Founded in 1972, SAP is the recognized leader in providing collaborative business solutions for all 
types of industries in every major market. SAP is the world’s largest inter-enterprise software company 
and the third-largest software supplier overall. The company, headquartered in Walldorf, Germany, 
employs more than 32,000 people in more than 50 countries. SAP Americas is a subsidiary of SAP AG. 
SAP has leveraged its extensive experience to deliver mySAP Business Suite, the definitive family of 
business solutions for today’s economy. These solutions are open and flexible, supporting databases, 
applications, operating systems, and hardware from almost every major vendor. What’s more, mySAP 
Business Suite allows employees, customers, and business partners to work together successfully –
anywhere, anytime. By deploying the best technology, services, and development resources, SAP 
has delivered a business platform that unlocks valuable information resources, improves supply chain 
efficiencies, and builds strong customer relationships. 

For more information, visit www.sap.com or contact
Jin Young Maurice
610-661-4571
jin.maurice@sap.com

The Avaya and SAP Alliance
SAP and Avaya share a vision for leading the 
adoption of a Services Oriented Architecture 
to maximize the speed, flexibility and utility of 
software solutions. SAP is the market leader 
for enterprise business software with 12 million 
users in over 28,000 companies globally. SAP has 
extensive and rich knowledge of and expertise in 
the core business processes and best practices 
in more than 25 industries. Avaya’s leadership in 
business communications applications creates the 
opportunity for broader solution proposals with best 
of breed components. Avaya solutions extend the 
value of SAP applications by providing intelligent 
communications for increased accessibility, flexibility 
and effectiveness. As the worldwide leader in IP 
Telephony, Avaya garners strong consideration from 
customers looking to leverage the benefits of IP 
communications in their contact centers and in their 
enterprise applications. Avaya is the leader in call 
centers in North America, Latin America, Europe and 
Asia Pacific. Over one million customers, including 
90 percent of the FORTUNE 500® provide a large 
base for collaboration with SAP. Over 23,000 large 
call/contact centers globally using Avaya provide a 
significant opportunity for joint solutions with SAP.

Solution Category
Call/Contact Center

Primary Industries Served
Banking,
Education – Higher
Finance
Government – Federal, State & Local 
Healthcare
Homeland Security
Hospitality
Insurance
Legal
Manufacturing
Retail
Telecommunications
Transportation
Utilities

Sales Region
EMEA
NA

Avaya Contact
Elaina Herber
425-558-8544
herber@avaya.com
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Offers
CRM Contact Centers

Avaya Interaction Center integrates with mySAP CRM to provide communication services for a multi-
channel contact center solution. Avaya Interaction Center blends customer contacts from multiple 
communication channels (voice, e-mail, Web chat, self-service) into a universal queue and routes them 
to the best available agent, presenting the customer’s information via the SAP Interaction Center (SAP 
IC) agent desktop. Using the Avaya advanced routing algorithm, companies can optimize the match 
rate of their best customers to their best agents, improving the customer experience and sales results. 
Avaya Interaction Center enables customers to flatten, consolidate and extend contact centers by 
utilizing IP Telephony to create a virtual contact center that spans multiple locations. A more basic 
offer, Avaya Contact Center Computer Telephony, will be available as well for customers who need 
basic voice channel only integration to mySAP. A multi-channel contact center helps customers provide 
better service to their customers with greater efficiency.

Real-time Communication Services for SAP Applications

Avaya communication services integrated into the SAP Netweaver Business Process Platform enhance 
the speed and agility of businesses by providing communication services that automate critical 
business process steps. Critical business events (i.e. part shortages, business disruption, service 
failure) trigger automated notifications and conferences, with the intelligence of presence information, 
to allow the right people to get involved quickly. Live communications supplant e-mail to drastically 
reduce response times. Human interactions are optimized by more intelligent applications that involve 
the right people in a business process when necessary.

Professional Services

Avaya Global Services for SAP is a suite of planning, design, and implementation services created 
to help customers effectively deploy an Avaya and SAP solution. Highly-trained, certified Avaya 
consultants will work to help businesses leverage the solution to their best advantage.
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SDC Solutions, Inc. is a leading provider of mission-critical communications solutions. Through a 
robust suite of products, including IntelliDESK® PC-based console, IntelliSPEECH® Intelligent Virtual 
Agent, WebSERVICES Web-based directory, IPSERVICES IP-based directory, and Emergency 
Notification, SDC integrates industry-standard technologies to provide easy access to centralized 
directory knowledge. SDC products can be used together as part of a total call handling solution, 
or individually based on a customer’s needs. Ultimately, SDC helps customers streamline 
communications, increase productivity, improve customer service and reduce costs.

For more information, visit www.sdcsolutions.com or contact
Detta Donoghue
603-629-4242
ddonoghue@sdcsolutions.com

Offers
IntelliDESK® PC-based Attendant Console

 Compliant with Avaya Communication Manager.

IntelliDESK® is a PC-based attendant console that 
combines a comprehensive directory with single 
keystroke access to client and personnel status and 
information. IntelliDESK allows operators to expedite 
incoming calls faster and with greater confidence and 
accuracy.

IntelliSPEECH® Intelligent Virtual Agent
 Compliant with Avaya Communication Manager.

IntelliSPEECH® is a speech-based auto attendant 
that provides natural interaction with the SDC 
Comprehensive Database using the spoken word. 
IntelliSPEECH allows callers to connect their own 
calls, initiate a page or access information by stating 
a command rather than using operator assistance 
or confusing touchtone menus. Used as a virtual 
employee, IntelliSPEECH eliminates up to eighty 
percent of routine calls. 

WebSERVICES

WebSERVICES is a comprehensive, Web-based tool that allows your employees to access information 
housed in your directory without operator assistance. WebSERVICES provides your staff with greater 
autonomy in conducting communications and allows your operators to spend more time administering 
to customers’ needs.

IPSERVICES
 Compliant with Avaya IP Telephones

IPServices empowers employees by allowing them to access the SDC Comprehensive Database 
directly from an IP display phone. Each directory search provides status, title, department, 
extension and pager or messaging device. Additional information can be provided according to your 
organization’s specific needs. 

Solution Category
Attendant Console
Workforce Management

Primary Industries Served
Education – Higher
Healthcare
Hospitality

Sales Region
APAC
NA

Avaya Contact
Bob Lesniak
732-852-2281
rlesniak@avaya.com
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Las Vegas Resort
An intelligent communications solution by Avaya and SDC Solutions

When a brand new world-class hotel and entertainment complex located in Las Vegas, Nev. opened its 
doors, its objective was to have a world class call center befitting its brand. Known for superior guest 
service, no less than a state-of-the-art guest experience with leading-edge technology would do. 

Challenge
A main answering-operator call center that would house both guest and employee directory 
information, provide the ability to set Guest and VIP Guest wake-up service, set do-not-disturb 
and note non-registered guest status, along with all the standard functions needed to process 
calls quickly and efficently were all requirements of the new system. The customer also desired a 
programmable keyboard that would provide the operators with single keystroke access to all features. 
Additional access to the enterprise directory for key staff and management was requested to emlinate 
unnecessary call traffic to the operators. The fully-integrated telephony application would operate 24 
hours a day, 7 days a week throughout the hotel of nearly 2,700 guest rooms.

Solution
The hotel chose an Avaya IP Telephony platform running SDC Solutions applications. Hotel operators 
use specialized software from SDC Solutions, Inc. to serve guests more quickly and effectively. The 
hospitality version of SDC’s IntelliDESK® is a soft console with a programmable keyboard that enables 
operators to efficiently and knowledgably help guest and employee callers throughout the property. 
Functioning as the facility’s main answering console and database, IntelliDESK® houses guest 
information, such as do-not-disturb, language preferences and other special reach instructions, in 
order to expedite call and message delivery, in addition to wake-up call administration, paging of key 
staff and other guest services. 

Results
Robust call handling. The main answering call center processed nearly 3 million calls in its first year 
in service.

Robust communication tools. The ability to view the enterprise directory for guests only, employees 
only or both simultaneously helps staff communicate effectively. 

Superior productivity tool. The speed of call and message delivery through single keystroke access 
to telephony and paging functions optimizes operator productivity.

Superior customer service assets. The system has the ability to update the guest directory with real-
time guest registration information; specific guest information such as language preference, last stay, 
non-registered guest status and Do Not Disturb status are easily viewed for appropriate action. The 
system also allows multiple names to be registered to a single room along with the ability to search 
by name or room, making communication easier for employees and guests alike.

Superior record keeping. The system archives operator notes for simple retrieval.
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SecureLogix Corporation enables secure, optimized and efficiently-managed enterprise voice networks. 
The company’s Enterprise Telephony Management (ETM) System hosts a suite of integrated telecom 
applications that protect critical network resources from telephony-based attack and abuse, and 
simplify voice network management.

For more information visit www.securelogix.com or contact
Kelly Minyard
210-402-9669
kminyard@securelogix.com

Offers
ETM™ Voice Firewall with VoIP Support

 Compliant with Avaya Infrastructure.

ETM™ Voice Firewall with VoIP support adds support 
for Avaya H.323 protocol to the base ETM product 
for TDM.

ETM™ System
 Compliant with Avaya Infrastructure.

The ETM™ System is a comprehensive, full-service, 
voice security and management platform. It hosts 
the industry’s only Voice Firewall solution, and 
delivers an integrated set of powerful applications to 
secure, optimize and efficiently manage a customer’s 
voice network and communications. SecureLogix 
Corp’s PBX-independent solutions work across any 
mix of multi-vendor legacy and VoIP systems in a 
customer’s network, and scale to support small-
site operations as well as the largest multinational 
corporations.

Solution Category
Infrastructure Management
Integrated Security Appliance
Security

Primary Industries Served
Education – Higher 
Government – Federal, State & Local
Manufacturing
Retail

Sales Region
NA

Avaya Contact
Matt Parker
732-852-3664
mparker@avaya.com
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TeleData Technology has been developing innovative telephony solutions since 1991. The company’s 
progressive, building-blocks approach to its platform allows customers to build a highly-customized 
and configured telephony application that meets their unique business requirements without in-depth 
knowledge of programming and telephony. TeleData’s suite of products includes voice verification 
capabilities, traditional voice messaging, interactive voice response, fax and automated attendant 
functionality.

For more information visit www.myt3.com or contact
Trish Weiser Harris 
212-994-7746
trish@myt3.com

Offers
T3 Platform

Compliant with Avaya Converged 
Communications Server.

The T3 Platform is an application that enables 
integration across telephony, voicemail, email 
and database platforms from multiple vendors –
preserving a company’s investment in its existing 
infrastructure. 

T3 Platform – QSIG
 Compliant with Avaya Communication Manager.

QSIG compliant version of the T3 Platform that 
includes robust, feature-rich components that 
provide the building blocks for a fully-customized and 
scalable solution.

Solution Category
Custom Application Development
Voice Mail/Unified Messaging
Voice Recognition

Primary Industries Served
Education – Higher 
Government – State & Local
Manufacturing

Sales Region
NA

Avaya Contact
Matt Parker
732-852-3664
mparker@avaya.com
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Since 1972, Texas Digital has been a pioneer in the delivery of productivity-enhancing, display-based 
solutions for contact centers, help desks, command centers, and other IT application areas. A total 
solution provider, Texas Digital develops and manufactures all of its display and software products at 
its state-of-art facilities in College Station, Tex. 

The company also operates a fully-staffed support center to provide first-rate service to thousands of 
customers worldwide and has sales and service organizations around the world. Its products represent 
the latest technology for communicating critical, real-time information, and the company holds 
several patents for its display technology. The company prides itself on its creative ideas, innovative 
approaches, willingness to understand customers’ concerns, and the ability to rapidly develop high-
quality products. 

For more information, visit www.txdigital.com or contact
Matt Wheat
210-764-1886
mwheat@txdigital.com

Offers
QuickCOM Enterprise 

 Compliant with Avaya Call Management System.

QuickCOM is a leading enterprise solution that 
provides real-time communication of business 
vitals to contact centers, help desks, command 
centers and more. Backed by a unique “Best Value 
Guarantee,” this complete solution collects, manages 
and communicates up-to-the-second information 
to empower fact-based decisions that will improve 
performance, customer satisfaction and profitability.

Solution Category
Messaging
Multi-media Contact Center
Wall Boards

Primary Industries Served
Banking
Education – Higher
Finance
Government – Federal, State & Local
Healthcare
Homeland Security
Hospitality
Insurance
Legal
Manufacturing
Retail
Telecommunications
Transportation
Utilities

Sales Region
NA

Avaya Contact
Jennifer Guzman
425-558-8259
jennig@avaya.com
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Incorporated in 1979, Tiger Communications is a major global player in the provision of voice traffic 
management and voice network security solutions throughout the public, commercial and hospitality 
sectors and has established formal partnerships with leading voice network manufacturers.

The company’s customer base spans all market sectors, including hotels, universities, councils, 
solicitors, financial institutions and major manufacturers, all with differing objectives and system 
requirements.

Tiger can offer a variety of solutions including customer premise-based systems fully managed by the 
customer or by Tiger, ie a ‘hosted’ solution, or a fully Tiger-managed solution. Tiger’s product range 
was developed with open architecture and integration in mind.

Tiger can also provide consultancy to identify areas where potential cost savings and increased 
network performance could be achieved. Tiger Communications operates UK-wide engineering 
support including 24-hour, 365-day coverage. Global support is provided through localised in-country 
partnerships.

For more information, visit www.tigercomms.com or contact
Jackie Bellmann
+44 (0)1425 891040 
jackie@tigercomms.com

Offers
Tiger 2020 Pro

 Compliant with Avaya Communication Manager.

The Tiger 2020 Pro Voice Traffic Management and 
Voice Network Security modules provide a total 
solution for voice network management & cost 
control. The Tiger 2020 Pro is based on the open-
standards database MySQL, and is fully web-based 
with secure multi-user access. The System supports 
multiple currencies, countries, language and time-
zoning and offers a wide range of management 
and traffic reports to enable summary and detailed 
analysis of call traffic and costs, and to assist in 
future planning for IP convergence. 

Tiger Innovation 2020
 Compliant with Avaya Communication Manager.

Tiger Innovation 2020 provides guests and hotel staff 
with convenient, flexible features that allow hotel 
guests and staff to take control of how and when 
they communicate.

Tiger Hotel Pro
 Compliant with Avaya Communication Manager.

The Tiger Hotel Suite of Applications is the key 
to maximising telephony and data revenue whilst 
improving guest satisfaction. Designed specifically for the hospitality sector, TIGER HOTEL contains a 
suite of features that helps the hotelier encourage guests to use the telephone services and facilities 
available, not only within their rooms but also throughout the hotel.

Solution Category
Billing
Call Accounting
Messaging
Property Management
Voice Mail/Unified Messaging

Primary Industries Served
Education – Higher
Healthcare
Hospitality

Sales Region
EMEA

Avaya Contact
David Sheldon
+44 (0)1483 309090
dpsheldon@avaya.com
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Tone Commander provides a complete line of 911 Call Alerting systems, PSAP Call Processing 
systems and communication equipment for both ISDN and VoIP. Founded in 1972, a locally-owned 
and -operated company, Tone Commander designs and manufactures all its products at its 
headquarter facility in Washington State. Utilizing state-of-the-art design and manufacturing 
technology, Tone Commander provides high-tech, excellent quality, very reliable and always-
affordable products.

For more information, visit www.tonecommander.com or contact
Steve Walker
Stevew@tonecommander.com
425-349-1030

Offers
9140 System – PBX ANI Link

Compliant with Avaya IP Office Solution and
Avaya MERLIN MAGIX® Integrated System.

The 9140 System is a very low-cost product that 
comes complete with supporting software that 
provides automatic notification of 9-1-1 and other 
emergency call events. It automatically alerts the 
staff to the emergency and provides them with 
critical caller location detail. The product provides 
extension number to caller-ID conversion, secure 
caller-ID blocking, caller-ID masking, emergency 
call monitoring, emergency call recording and more. 
Models are available that work with any PBX.

The 9140 System is recommended for all emergency 
9-1-1 call alerting, Automatic Number Identification 
(ANI) management and Subscriber Location 
Identification (SLI) notification. Configuration scalable 
to support up to 300 extensions, 1000 extensions, 
8,000 extensions and 60,000 extensions. 

Solution Category
Call/Contact Center
Quality Monitoring/Management
Recording – Voice/Digital

Primary Industries Served
Banking
Education – Higher
Finance
Government – Federal
Healthcare
Hospitality
Legal

Sales Region
NA

Avaya Contact
Dan Fusco
908-953-7898
dfusco@avaya.com
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TriVium Systems is an industry leader in providing call accounting, telemanagement, phone billing 
and customer relationship management solutions. TriVium differentiates itself in the marketplace 
by developing products with enterprise-level functionality but without the complexity, expense and 
administrative overhead normally associated with enterprise applications. 

Industry analysts have cited TriVium as a visionary company. Its products help customers in assisted 
living centers, auto dealerships, law offices, real estate brokerages, hotels, shared tenant offices, 
school districts, credit unions, insurance houses and healthcare organizations.

For more information, visit www.triviumsys.com or contact
Augustine Mathew
503-439-9338 Ext. 320
augustinem@triviumsys.com

Offers
CallAnalyst

Compliant with Avaya Communication Manager, 
Avaya IP Office Solution, and Avaya MERLIN 
MAGIX® Integrated System.

This scalable, reliable, and comprehensive call 
accounting solution monitors call traffic, account 
activity, and agent productivity. It enables businesses 
to better manage costs, improve billing accuracy, 
and increase business intelligence with flexible 
reporting and call costing. It also tracks VoIP and 
traditional telephony usage. User-defined alerts track 
emergency calls and stop fraud activity. 

Solution Category
Billing
Call Accounting
Call/Contact Center
Property Management

Primary Industries Served
Banking
Education – Higher
Finance
Government – Federal
Healthcare
Hospitality
Legal

Sales Region
NA

Avaya Contact
Dan Fusco
908-953-7898
dfusco@avaya.com
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Unique Communications provides the industry’s most advanced Network Management tools for multi-
switch networks. CAIRS OSS is the first Joint Interoperability Testing Center (JITC) Certified solution 
accredited by the Department of Defense (DoD). 

CAIRS OSS modules encompass all areas of FCAPS including Fault Management, Configuration 
Management, Accounting Management, Performance Management, Security Management, as well 
as Enhanced 911 (E-911) management. CAIRS provides an easy-to-use, non-technical interface for 
customers to manage any of the following: network-wide MACs, cable, inventory, directory, billing, 
switch alarms, work orders, traffic analysis, PS/ALI updates. CAIRS makes it possible for any network 
to centrally manage all day-to-day activities from one location.

For more information visit www.unique.net or contact
Jon Kim
702-216-0266
jon@unique.net

Offers
C.A.I.R.S 32 Ucall Call Accounting

 Compliant with Avaya Communication Manager.

The CAIRS Call Accounting software is a Microsoft®

Windows®-based call accounting system. CAIRS Call 
Accounting collects SMDR data real time from the 
switch on a call collection station in the switch room. 
Through the network, call records are sent to a server 
or a billing station for billing and processing. Ucall 
can import call data from a vendor-provided media 
like the MCI perspective. The system can manage flat 
rate billing and multiple rate tables for call pricing.

Solution Category
Billing
Call Accounting

Primary Industries Served
Education – Higher 
Government – Federal
Telecommunications

Sales Region
NA

Avaya Contact
Matt Parker
732-852-3664
mparker@avaya.com
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Verizon Communications is a leader in providing communication services to customers of all sizes. 
Verizon Business is an operating unit in Verizon Communications, delivering IP, data, voice and Verizon 
Wireless solutions to business and government customers. Verizon Business operates one of the 
largest local-to-global IP networks, spanning more than 446,000 route miles, across 150 countries on 
six continents, and is backed by experienced sales and service representatives around the globe.

For more information, visit www.verizonbusiness.com.

The Avaya and Verizon Alliance
Verizon Business and Avaya have forged an 
alliance to provide customers a complete end-
to-end IP communications solution. Verizon 
Business’s expansive network-based IP services 
integrate and support Avaya IP Telephony-based 
Communications Solutions, providing an ideal 
combination for customers looking to realize the 
benefits of convergence and IP Telephony across 
their enterprises.

Avaya’s IP Telephony Solutions work seamlessly with 
the Verizon Business IP network. Verizon Business’s 
application-aware Private IP network transport 
simplifies the management concerns of running 
voice and video applications over a converged 
communications network. Through capabilities 
designed for a customer’s Avaya IP Communications 
Server such as Enhanced Traffic Management (ETM), 
Verizon Business offers Class of Service (COS), 
network assessment, reporting, dynamic bandwidth, 
and packet marking tools.

Verizon Business’s robust SIP Trunking solutions 
integrate and support Avaya’s market-leading 
communication solutions, providing customers 
with the capability to improve network design while 
controlling costs.

Verizon Business also offers for resale a full suite 
of IP communications and contact center solutions 
and service options. The joint offerings from Verizon 
Business and Avaya enable customers to focus 
on improving their core business by providing IP 
communications and application integration on a flexible, open, modular network platform with robust 
management and service options.

Compliant with Avaya IP Telephony Solutions, Avaya Contact Center Solutions and Avaya 
Infrastructure.

Solution Category
Contact Center
Infrastructure
IP Telephony
Managed Services 
Messaging

Primary Industries Served
Education
Financial Services
Government – State & Local
Healthcare
Manufacturing
Retail

Sales Region
NA

Avaya Contacts
Sales Contact:
John Robertson
978-677-5460
robertson@avaya.com

Alliance Contact:
Tom Merkle
908-953-7906
tmerkle@avaya.com
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Viola Networks delivers unique software solutions for pre-deployment network assessment and IP 
network performance assurance management. Viola’s award-winning NetAlly VoIP provides VoIP 
automated network pre-deployment assessment and intelligent problem diagnostics. 

Viola’s NetAlly RealTime is the first comprehensive system that combines automated network pre-
assessment, on-demand network troubleshooting, and performance monitoring of every VoIP call.

For more information, visit www.violanetworks.com or contact
Eric Bear
703-310-6855
eric@violanetworks.com

Offers
NetAlly VoIP

 Compliant with Avaya Infrastructure.

NetAlly VoIP provides pre-deployment assessment 
for converged networks. It simulates VoIP traffic in a 
meshed network and automatically determines the 
maximum amount of VoIP calls that can be made 
between sites with the desired level of quality. NetAlly 
VoIP also provides pre-formatted reports as well as 
drill-down detailed information.

NetAlly RealTime
 Compliant with Avaya Infrastructure.

NetAlly RealTime performs long-term monitoring of 
VoIP traffic on a converged network. It combines data 
from active agents simulating VoIP calls, correlating 
that information with network performance and IP 
phone statistics to give an overall snapshot of the 
health and quality of VoIP services. This product 
provides real-time and web reports, baselines, 
thresholding and alarming, as well as drill-down 
troubleshooting.

Solution Category
Infrastructure Management
Quality Monitoring/Management
Test and Monitoring

Primary Industries Served
Banking
Education – Higher
Finance
Government – Federal
Healthcare
Hospitality
Legal

Sales Region
NA

Avaya Contact
Dan Fusco
908-953-7898
dfusco@avaya.com
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XTEND has provided ground-breaking, customer-focused, customer-driven solutions for over 35 
years. The company’s Enterprise Alert product is a software application that triggers upon someone 
dialing 911 from an Avaya server station line, translates that station ID into an associated Direct Inward 
Dial (DID) number that allows public safety answering point (PSAP) callbacks and directs emergency 
response personnel to the exact caller location. In addition, Enterprise Alert offers a variety of event 
notification methods for on-site security departments. XTEND’s PC/PSAP solution replaces traditional 
call taking solutions with the flexibility of a software-based system combined with the reliability of 
an Avaya server. The solution enables PSAP call takers to answer and respond to emergency 911 
calls faster and more efficiently by making all procedural possibilities available to the call taker via an 
intuitive graphical user interface. 

For more information visit www.xtend.com or contact
Gerard Shallo
solutions@xtend.com
212-951-7612

Offers
AnswerPro™ CMAPI Application

 Compliant with Avaya Communication Manager.

AnswerPro™ is a Call Center solution, which uses 
CMAPI to share control physical Avaya IP Telephones 
and DCP phones. The system is used in Healthcare 
(MediCall) and Hospitality (AnswerPro) to process 
code calls, on call, messaging, wakeup and other 
basic telephone calls. 

AnswerPro™
 Compliant with Avaya IP Softphone.

Provides integrated enterprise directory, color-coded 
directory entries, call patch capability, park-meet-me 
paging, supplemental information screens, on-screen 
bulletins, overhead paging via server, single keystroke 
to voicemail, and integrates to on-call scheduling.

Enterprise Alert™
 Compliant with Avaya CallMaster® VI Telephones.

XTEND Enterprise Alert™ is a PC-based solution 
that allows an organization to interface with the Public E911 network. Enterprise Alert™ translates 
the calling party identification information to ANI (Automatic Number Identification), providing detailed 
location information or ALI (Automatic Location Identification) about the 911 caller to the PSAP.

PC/PSAP™
 Compliant with Avaya CallMaster® VI Telephones.

Providing state-of-the-art, dependable and innovative enhanced 9-1-1 solutions to a campus or 
municipality can be a challenging task. Using an existing reliable Avaya server as the foundation, PC/
PSAP™ eliminates the need for additional, proprietary or specialized ANI/ALI controllers.

PC/PSAP™ 
 Compliant with Avaya IP Office Solution.

Provides E911 call taking at the workstation, full telephony functionality, CAD integration, voice 
recording and instant recall, TDD integration at call taker position, call history/premises history, and 
mapping/GIS Integration.

Solution Category
911
Attendant Console
Call/Contact Center
Corporate Hoteling
Security

Primary Industries Served
Education – Higher 
Finance
Government – Federal, State & Local
Healthcare
Hospitality
Insurance
Legal
Manufacturing

Sales Region
NA

Avaya Contact
Matt Parker
732-852-3664
mparker@avaya.com
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