Unified Communications ROI
for Microsoft Office Communication Server 2007

Summary
Microsoft Office Communications Server 2007 delszaew functionality that can

improve how your business or government enterapegates. These improvements
have the potential for a very attractive returnrorestment (ROI). This paper outlines
the major areas where the Office Communicationse€3€2007 produces substantial ROI.
A review of each of these areas will assist in aei@ing where to invest in Office
Communications Server 2007 and will support a golstification for that investment. In
addition, a case study from Global Crossing shagrsfscant returns from their
innovative deployment of these systems.

Office Communications Server 2007 in Per spective

Among the most powerful examples of productivityngaand strategic business benefits
are situations in which a company uses a change fandamental infrastructure to
transform how it does business. Using the capesiluncovered by the shift enables
new processes, unleashes creativity, and opensana new possibilities. Evolving
business reliance on the Internet is a clear, plodvexample. The mobile
communications explosion and a shift from wireaviceless transmission is another.

The merging of all communications into a seamlagsstructure encompassing voice,
data, video, and a range of deployment approachefigl another wave of innovation
in how work is accomplished. There will be mangm®yples and many implementations
embodying this fundamental concept. Microsoft'sic@ Communications Server 2007
is a powerful capability in this arena, a buildivsigck to add rich communications to the
widely deployed Office and Exchange environmerdsyond that, Office
Communications Server 2007 is a platform for innweacommunications methods,
including fully integrated interfaces across mdabandaries, rich presence, and a SDK
to enable thousands of developers to create spegfilications for a myriad of common
and niche business processes.

ROl Overview

Return on Investment (ROI) analysis answers thstgque “How much does my
company get back compared to the amount invest&@di®’amount that is recovered can
be measured in pure financial terms as cost sawings increases in revenues, margins
or profits. The amount recovered can also be nredsn non-financial terms as
accomplishment of business objectives, such asovepnents in speed or quality of
operations, increases in customer satisfaction@yadty, or increments in employee
productivity and retention rates.

This paper will identify potential Office Communtaans Server 2007 ROI for both types
of benefits — (1) Cost Savings (only financial cgsnd (2) Business Process
Optimization (both financial and non-financial caseTotal Cost of Ownership (TCO) is
not a subject of this paper, however some ared€af improvement will appear in the
Cost Savings category.
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Key Office Communications Server 2007 Values

Office Communications Server 2007 brings multipdéegories of new functionality to
your enterprise, which can be deployed to prodwsiniess process improvements and
resulting ROI. The highlights of the significantprovements include:

Office Communicator 2007 (Desktop, Web, and Mobiléions)
Presence

Instant Messaging

Microsoft Office Integration

» Office Software — Word, Excel, PowerPoint

* E-Mail Software — Outlook and Exchange

* Collaboration Software — SharePoint
Web, Audio and Video Conferencing

Audio and Video over Internet Protocol
IP Telephony

Speech Server

Software Development Kit (SDK)

IM Archiving and Call Detail Recording
Administration

Deployment Options

ROI-Producing Applications for Office Communications Server 2007

The vehicle for creating value and achieving RQbigpply one or more of these new
functional capabilities to the operational needas®rs and relevant business processes.
Top applications for Office Communications Served?2 include the following:

Cost Saving Application Cases
m Conferencing via In-house Servers: For companiaisdinrently buy audio, video
and/or web conferencing from an outside servioargtls very likely a direct cost
saving available by installing Office Communicasd®erver 2007 for this
application.

m Expanded Use of Conferencing: Once conferencijggisa click away on the
users’ desktops, usage will likely expand dramdticaAs this occurs, travel
costs will drop. This can generate major time exyense savings both for long
trips such as air travel and for the many shgostto a nearby building or
customer location. And, of course, business cangad much more rapidly and
meetings can be shorter and more efficient, supddyy easy information sharing.

m Instant Messaging (IM) and Presence for Cost Avaeeda It is possible to use the
presence and IM functions of Office Communicati&esver 2007 to see which
persons are not available for a call, thus avoidingasted call and voice message,
or to communicate with internal and external us&adM to avoid telephone calls
entirely. (refer to the savings in the Internalidéitem below).

July 13, 2007 Confidential to Vanguard Communications Page 2 of 11
V0.9 and Microsoft Corporation



Office Communications Server 2007 ROl White Paper

Internal Enterprise Voice: Office Communicatioren&r 2007 includes an
excellent Voice over Internet Protocol (VolIP) funagality accessible through
Office Communicator. Wherever Office Communicati@erver 2007 VoIP calls
are made between enterprise locations insteadlofgcan the public telephone
network, a cost savings will accrue. Since Offt@mmunications Server 2007
enables users to “click to call” another user aftezcking that user’s presence
status or sending a quick IM, this should be a poppplication with good ROI
potential. Early customers are already reportsighach as a 50% reduction in
departmental (e.g. logistics) and functional tearg.(IT) telephone tolls for inter-
location calls, especially between their home effim North America, Europe or
Asia) and their international locations, whereftibiesavings are still significant.

External Enterprise Voice: The Office CommunicasicGerver 2007 can be
configured to make and receive calls from reguaf IR phones. See Appendix
A for a discussion of four ways to deploy the sgste enhance communications
with external parties, with suggested relevant B@dortunities for each.

External Conferencing participants: Office Comnuations Server 2007
Conferencing via Live Meeting enables inclusiorexfernal parties in secure
Office Communications Server 2007 Conferences tiltaiweb browser. If the
enterprise is currently using a network servicevyler for web or video
conferences that require external party partiogpatinere may be a direct savings.

Archiving and Call Detail Reporting: Office Commaations Server 2007
provides the option to log and archive all instaeissages, a function required for
regulatory compliance in many industry sectors, &hith Office

Communications Server 2007 provides most econofyic8imilarly, Office
Communications Server 2007 includes Call Detaildtepg (CDR) that will
provide valuable metrics for Unified Communicat&asoption and returns, at a
very economical price.

Integrated Administration: Office Communicationg\&e 2007 can administer a
broad set of communications services through desadministrative
management console and delivers the services thrasgngle Office
Communicator client type. Also, much of the adstiration can be automated
through software scripting. Consequently, it isgible that administration of the
Office Communications Server 2007 services mayiredess staff than the
previously used for disparate or non-automatediegimpn administration.

Integrated Operations: Office Communications Se2@®7 can be integrated
into the enterprise Network Operations Center ugiegMicrosoft Operations
Manager. With this advanced tool set, it is pdsdilvat operational of the Office
Communications Server 2007 services may requisedidf than the previously
used disparate or non-automated system operations.
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Business Process | mprovement Applications

Improved Contact Management from External Parti@ffice Communications
Server 2007 provides improved methods for contach f(and to) external parties,
especially customers and supply chain members.oUtselerated IM and
Presence will increase the contact speed and rtig¢hese parties shortening the
sales, service or supply process times. Alsoc®fommunications Server 2007
provides for rules and filters, as well as custadizall management, to route
incoming calls to an available and knowledgeabléypéor “first call resolution”

of issues and questions. This has not been pegailhhe past outside of a call
center, and it is expected that this applicatiamresurn significant ROI.

Enhanced Resource Identification and Problem RéeatuOffice
Communications Server 2007 provides advanced pcesspabilities such as
group availability management (name) and custorsgmee searching to find the
best available resource for problem resolutiomattame. Office
Communications Server 2007 also provides a fuljeasf communication
options for problem resolution when the approprrasources have been
identified. Both of these functions can be intégglanto business applications
such as service, logistics, sales, or enterprigpatifunctions (IT, Finance, HR)
to accelerate the process completion, removingléteeys associated with
messaging, message queues, call backs and othecydtactors. By analyzing
the most critical processes for the communicatioot Spots”, it is possible to
accelerate transactions and problem resolutiosifgmificant ROI.

Accelerated Collaboration: Office Communicatiors\&r 2007 provides new
tools to enhance collaborative processes suchwaagenent, marketing,
management, enterprise support, and logistics ofAthese functions require the
sharing of information, the creation of optionsatiernatives, evaluation of the
options, and concurrence on a decision, leadiragtion. Since Office
Communications Server 2007 integrates communicgiitio the entire Microsoft
Office Suite, especially into SharePoint, SharePpantals, Outlook/OWA, and
Office document tools (Word, Excel, PowerPoint)sipossible to increase
dramatically the speed with which collaborativejpcts are completed with equal
or better quality. The acceleration of those psses can be measured and will
produce valuable ROI.

Seamless Information for Mobile and Remote Workédéfice Communications
Server 2007 can improve the seamlessness of infam@arovided to mobile and
remote workers, since the Office Communicator ¢leam operate in desktop,
web and mobile modes and provides access to presaadclM tools that were
not previously available. With these new toolsprfeand remote workers will
spend less time searching for information or supgesources and will be able to
resolve customer or project issues in much less, turaually with less travel time
and fewer return visits, to produce measurable ROI.

Customized Business Process Integrations: Offm®ai@unications Server 2007
is delivered with a software development kit (SCAQH is supported by a large
cadre of Microsoft Partners. This enables custolutions that can deliver
specific, differentiating value and ROI for a biess that integrates Office
Communications Server 2007 into their core busiaggdications.
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An orderly analysis of these primary areas of retur an Office Communications Server
2007 Investment will produce a well-structured R@&luation. The results of this
analysis can be captured and presented using $beiated ROI Tool provided by
Microsoft and supported by your Microsoft Accoumam or Microsoft Certified Partner.

Assessing Applicability of Various ROl Opportunities

When determining ROI for a particular installatiomderstand what sorts of benefits will
be appropriate to be included. Here are someeokitids of opportunities that could be
discovered:

m Cost reduction — direct cost savings, for exampiefconference calling
m Cost avoidance — e.g. using IM rather than a tdll ¢

m Revenue and Margin gains — additional sales (more to sell, more accounts,
cross- or up-selling) and the additional margimfrihose sales.

m Revenue and Margin acceleration — Getting eachceapleted more quickly,
which will produce a one-time revenue and marganease.

m Indirect revenue and strategic benefits — e.gresmed customer satisfaction and
loyalty

m Various productivity and efficiency gains for tmelividuals who use UC
capabilities, potentially resulting in improvedamcelerated business processes.

The first three of these opportunities are easiynéd, although users will need to think
through the business processes to be sure to eagtuhe effects. Identify these cost and
revenue benefits, and include them in your analy$tse last three can be more
challenging.

The bottom line impact of revenue acceleration,getting each sale done more quickly,
begins with sending the invoices out sooner. Th&one-time boost in revenue, but
often allows a permanent reduction in inventory eadying costs for a cost-of-money
benefit. Also, in some cases, acceleration magiygre ongoing benefits by lowering
sales expenses as a percentage of revenue (thesexperevenue ratio or E:R), since the
sales rep is involved in each sale for less time.

The indirect revenue and strategic benefits aguigatly an important opportunity.

Many of the UC implementations help to speed answecustomer questions, or help in
service applications. Although such instances naydirectly result in an immediate
revenue gain or cost reduction, the long-term otlioe impact of customer retention,
loyalty, and referrals is well known. While thecampanying model does not calculate
the benefits from this source, estimates can beem&dork with the LOB managers who
best understand the life cycle implications of impaments in customer retention and
referrals.

The final category, individual’s productivity antfieiency gains, is an area that many
companies are reluctant to include when accouritingenefits, on the theory that such
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improvements do not necessarily improve the compgargttom line. This is why
suggestions that “each user saves 15 minutes aodtayi fall flat. Multiplying 15
minutes times 1000 users means that, mathematigallyare “saving” about 30 of those
1000 users. Yet the companies have difficultyifigcor reassigning those “30 people.”

For this productivity-driven category, the recommieth approach is to understand how
these personal productivity gains can realisticafjgregate into a benefit measurable at
the group, division, or corporate level, and theriude that aggregate benefit in
calculating ROI. If a salesman gains personatiefficy and can realistically turn that
extra time into a measurable increase in sales,¢h#n you have a benefit that can and
should be included in the ROI.

Many top-notch enterprises are actually very stifié this process and use the budgetary
mechanisms to capture the savings, whether befaaftey implementation of a new
technology. In the sales example above, it isiptessither to increase the quota per
sales rep or to lower the expense to revenue (&atk) for the sales department to reflect
the potential of the new tools. From that poihg sales management and even the entire
sales team can act to translate the new toolsigteer revenue or lower expense, either
by formally changing their processes (e.g. impletingnsoftware and rules so that
customers always get answered and served on sedil) or by informally changing the
culture (e.qg. just agreeing to always check preséefore making an internal call or
sending an internal e-mail). Productivity gaina ba translated into profits.

In general, when considering benefits, carry thayasis through to capture the impact on
the bottom line. That points the way to benehiast should be included.

While the discussion of these six points abovedoaentrated on for-profit corporations,
many of the same principles apply to governmenication, not-for-profit, and similar
organizations. These organizations have cleanbasigoals — serve constituents,
achieve missions, be cost-effective — and thesks gaa be used as the basis for the
calculations suggested

Customer Case Studies and Examples

Customer case studies documenting results frony €dfice Communications Server
2007 implementations are just now (in the summe&08f7) starting to appear. Many
public beta installations have been done as teolgggdroof points without any rigorous
attempt at cost justification or ROI analysis.

Many early examples of benefits are coming froneaticost reductions. Conference
calls are an early success. There have been segfartbmpanies which have recouped
the equipment installation cost in months simplyuking Office Communications Server
2007 functionality to replace conference call segsi This application is a direct cost
reduction. But, the manager at one company reportadditional benefit, “Not only are
we saving money, but we are making decisions fastdrbetter.” Previously, the use of
a conference bridge service meant than the inviiadgo be notified in advance of the
conference time and bridge information. The needdad time meant that hoc
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conference calls to quickly resolve an issue oedpetransaction that would have been
helpful weren’t done. In arigorous ROI analysieasure the realistic impact of those
calls in terms of more business, better custontesfaetion, lower cost, etc.

Global Crossing Case Study

An example of the innovative use of these cap#slitcomes from Global Crossing (GC).
GC was an early adopter of Microsoft Live Commutiaras Server 2005 (LCS) and
embedded its capabilities directly into the bussn@®cesses involved in responding to
customer service and provisioning issues. Buildiognmunications links directly into
these processes helped to achieve dramatic regqultswith the introduction of Office
Communications Server 2007’s additional functidyathey anticipate further benefits.
Let’s look at their example in detail.

Global Crossing provides telecommunications sesv/meer a world-wide integrated IP-
based network to enable a variety of voice, datd,security products. As an early
adopter of LCS, they observed how its tools helpbdt they call “unified work” — “the
right people at the right time for the right tasks”

In 2005, GC was seeking ways to transform andsiliea its business by installing LCS
and the Office Communicator client throughout tbenpany. They wanted to use
enterprise chat as a new communications concegtheRthan just make the tool
available, however, they wanted to put presenceevess into an existing application —
PeopleFinder, the corporate directory managed byHmMployees use this tool daily, and
now LCS and presence provided the ability to seetisdr and how someone was
available.

But to achieve their transformation vision, GC isad that these unified communications
tools needed to become embedded in a mainstreanmebsgrocess. Managers noticed
that whenever there were exceptions to the norioal df processing customer requests,
technicians needed to go to a different set of camoation tools to resolve the issue.
Usually the staff would call someone to get theinfation needed. Frequently, those
calls would go to voice mail, adding delay to resioin time. But even when the call was
successful, getting the information was accompahied lot of “social chit chat.” In

early LCS trials, managers observed that IM fumzlity prompted the people using it to
get right to the point, and also let them work exesal issues simultaneously.

In 2006, GC added LCS to their existing provisignand network inventory system.
The system already shows the workflows and the ostiiye of tasks. When an exception
occurs, the person resolving the issue can sdadhaduals who are responsible for
performing the work steps before and after. Wi@BLintegrated into the provisioning
software interface, the users now have Presencamation too, which facilitates
reaching the right person much more quickly. Wtime is an issue, the technician
doesn’t have to leave that application to deal whdhexception. The communication
tools to get resolution are built into the regwarrkflow process,
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Results have been dramatic. The new systems witledded unified communications
capabilities have improved cycle times 75%, reduesgonse time 80%, and achieved
dramatic headcount reductions. All this while voks have increased 70%.

There have been other impacts from the deploymfaimiibed communications, as well.
Global Crossing recently acquired Impsat, the LAnmerican network and managed
services company. Unified communications capadslitvere installed throughout the
Impsat employee network. When the acquisition fwamally completed, the UC
functionality was turned on. Immediately, the I@psmployees were part of the new,
larger family, with robust communications links aatess into the GC organization.

In the future, GC plans to do even more, by extamtie unified communications links
directly to their customer base. With the combifietttions of portals, presence
awareness, and secure connections directly to &fterst, customers will have
unprecedented access to order services, to geeansavquestions, and to resolve issues.

This vision and the tools to enable it are just example of how unified

communications will help transform business opereti Yes, there are dramatic direct
cost reductions available. But equally importarthie potential to create a business
climate that brings customers closer to your bissired promotes long-term satisfaction,
loyalty, and business growth.

Conclusion
The early implementation successes have concethivatéhe communication-intensive,
information-critical parts of the business whereexpmakes a difference. .

» Front line sales and service staff

* Traveling managers

* Project teams (M&A, product launch, etc.)

Another type of application opportunity is to elimate process and communication steps
and job positions by streamlining the businessgsses through more effective
communications. Look for workflows with:

* Intensive communications requirements

» Approval steps

* Concurrence by other groups

Therefore, to get real ROI benefits it's not neaeg$o uproot the legacy environment, or
to upgrade the entire company. Rather, understandbusiness processes, identify key
communications hotspots, and put those solutiopéaice. Then use the demonstrated
benefits to expand interest, to identify additioapplications, and to fund future
enhancements.
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Calculating ROI [a sidebar]

A comprehensive ROI calculation model is availahleugh your Microsoft Account
Team or Authorized Microsoft Partner. The modalasigned to provide to enterprises,
Microsoft channel partners, and Microsoft personvigh a simple, but accurate, way to
calculate the ROI from Microsoft Office Communicats Server 2007 implementations.
The model flexibly accommodates a variety of bussngtuations.

In general, users will work their way through tlenhatted tabbed worksheets, answering
guestions about their enterprise’s operation, andiging estimates of usage and
financial data. The model will then calculate R@xdtors including payback period and
Internal Rate of Return (IRR). We encourage youd® this model to assist your
organization and management team in defining aex tealizing the full economic value
of Microsoft Office Communications Server 2007.
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Appendix A

This Appendix describes several possible deployraptibns and their potential for ROI
returns for enterprise telephony applications. seheptions are also discussed in
“Integrating Telephony with Office Communicationsr&er 2007.”

= Standalone: While the users will have either twspdrate devices on their desktop,
or only Office Communicator with PC-based commutiises, this scenario supports
ROI both through lower Total Cost of Ownership (T)G@d through business
process optimization and productivity gains witteams. TCO is improved by
lowering toll charges between users of Office Comitations Server 2007,
especially for international calling, and by avoigliPBX expansion costs when an
enterprise adds employees or opens a new locaBasiness process and
productivity ROI is achieved when workgroups arahts use Office
Communications Server 2007 to accelerate and auvateliheir work, or to integrate
their communication functions directly into theipost important applications,
whether Microsoft Office products or other businapplications.

= Co-existence: This scenario may provide the masttfonality and integration with
the enterprise operations, though it will also hiawplementation costs related to
integration with the existing PBX(s) and telepha@yworks in the Enterprise,
possibly including an upgrade of the PBX ReleaskFaature levels. The ROI for
this scenario includes all of the ROI potentialttoe Standalone scenario above, as
well as the ability to route calls to and from sen the PBX systems, to control
calling features from Office Communicator, and tovyade telephony indications and
status for callers on the PBX, when interoperatinthe published specifications.

= Remote Call Control: This scenario provides fantcol of the PBX from Office
Communicator, when integrated with the CSTA proto¢déowever, in this scenario
the voice media stream is isolated from the IP e/oiideo, IM and other media
streams of Office Communicator, so the ROI for tipsion is usually less than the
ROI of either Standalone or Co-existence.

To enhance the ROI further in any of these thre@aos, use the Conferencing
functions of Office Communications Server 2007.e3éfunctions establish secure,
VoIP calls with anyone in the world who has 1) awi@ at least speakers and
microphone (even those built-in), and 2) the Offtmmmunicator conferencing client.
Not only does this cut out the costs for PBXs anblie Network interfaces and tolls, it
sets up the call in the richest of media envirornisiecapable of IM, voice, video, web
data sharing, and conference recording in a sgegsion. While this is not yet likely to
be a user’s primary format, it could be ideal famdthy or intense interactions with
customers, business partners, or suppliers.

ROI would of course be achieved by slashing tadts@nd trunking costs for long
holding time calls, but would also be a major eeabtr some important UC applications,
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such as Collaboration Acceleration or Resourcetifiestion and Problem Resolution
(see UC applications in the main text). In summaignificant ROI potential should be
available from any one or combination of these ogplent options.

July 13, 2007 Confidential to Vanguard Communications Page 11 of 11
V0.9 and Microsoft Corporation



