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State of Avaya

Kevin J. Kennedy, Chief Executive Officer, Avaya

January 2010



Our Shared History
Alexander Graham Bell invented the telephone.1876
Bell Telephone Company formed1877

The American Telephone and Telegraph 
Company is incorporated as a wholly-owned 
subsidiary of American Bell

1885

Bell Telephone 
Laboratories Inc. is 
established as AT&T’s 
R&D subsidiary

1925

Original company founded 
as Northern Electric and 
Manufacturing supplying 
telecommunications 
equipment for Canada’s 
fledgling telephone system

1895
Northern Electric Company  
owned by AT&T Company 
and Bell Canada

1914

AT&T sells its stake in 
Northern Electric to Bell 
Canada as a result of US 
anti-trust ruling

1956

The company’s name 
was changed to Northern 
Telecom Limited, and the 
company focused on digital 
technology

1976

The company’s name was 
changed to Nortel Networks 
with the acquisition of Bay 
Networks

1998

AT&T spins off Lucent 
Technologies including 
Western Electric

1996

Lucent Technologies 
spins off Avaya

2000
Avaya acquires Nortel 
Enterprise Solutions

2009
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A History of Transformation and Innovation
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March 2009
Avaya introduces

2004
Avaya acquires

December 2009
Avaya acquires

2007
Avaya is privatized by

October 2009
Introduction of new 
Business Unit 
structure and Go 
to Market strategy

2000
Lucent Technology’s 
enterprise 
communications 
division is spun off 
to become



The Transformation of Avaya

Implemented Simplified Organization Structure

Significant Investment in Process and Systems Upgrades

New Operating Model to Drive Financial Performance

Standardized Global Services Delivery

High Touch – Channel Centric Go-To-Market Strategy

Implement Global Channel Program: Avaya Connect 
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Avaya + Nortel Enterprise Solutions
A compelling combination

Scale for Seamless Global Experience 

‘Fit for Purpose’ Innovation 

Holistic Services Capabilities 

Expanded Channel Ecosystem

Strong Financial Model
Unmatched Experience Migrating Enterprise Customers 
to New Technologies
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Avaya + Nortel Enterprise Solutions
Targeted performance levels
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Annual 
Revenue

EBITDA / 
Revenue

Operating 
Margin Employees

Leverage 
(Debt / 

EBITDA)

$5.5+ 
Billion

22% 
to

28%

18%
to

22%
21,000

5.9x
to

3.4x



Avaya Going Forward

Financial Model 
Innovation Pipeline Strong

Strong Channel Ecosystem 

Ready to Set the Pace in the Industry
Solution Innovation and Responsiveness 
to Our Customers
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Engaging 
Our Customers

Todd A. Abbott, SVP Global Sales & Marketing 
& President, Field Operations

January 2010
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Avaya Go-To-Market Strategy

High
Touch
Sales 
Team  

Channel
Partners

PRODUCT AND 
SOLUTIONS

Professional Services

Maintenance

SERVICES

Unified Communication

Contact Center
Small & Medium

Enterprise Communication

Data

Operational Services

EMEA

US

AI

APAC



Customer Support Services
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Plan

Requirements 
& Functional 
Definition

Readiness 
& Capacity 
Analytics

Project 
Planning

Design

User Interface 
& Prototyping

Technical 
Design

Software / 
Firmware 
Compatibility 
Analysis

Integrate

Multi-Vendor 
Application 
Integration

System & 
Data Migration

Custom 
Application 
Development

Support

Remote, Web 
Based  & 
On-Site 24x7 
Maintenance 
Support

Operate

Partner 
Enabled 
Proactive 
Monitoring & 
Mgmt Solution

Hosted & 
Utility Based 
Options 



Overview of Avaya’s Services

J.D. Power and Associates 2010 Certified Technology Service & Support ProgramSM, developed in conjunction with 
the Technology Services Industry Associates (TSIA). For more information, visit www.jdpower.com or www.tsia.com. 
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Leveraging Avaya’s Voice Experience and Global Scale to 
Enable Customers to Scale Their Infrastructures Reliably

Avaya 
Professional Services

Global
Support  Services

Avaya 
Operations Services

More Than1000 
Consultants Globally
Strategic 
Communications 
Consulting 
Program and Project 
Management
Industry Application 
and Solution 
Development

24 x 7 Software 
and Hardware 
Maintenance Support
Global “Follow 
the Sun” Support 
Capability – 32 
Centers in 55 
Countries
Extensive Web 
Support 
Award Winning 
Support Infrastructure

Proactive Fault 
Management and 
Root Cause Analysis
Configuration and 
Performance 
Management
Change Management 
(MACs)
Software Release 
Management

http://www.jdpower.com/
http://www.tsia.com/


Avaya Professional Services  

Focus on Avaya’s Expertise in Advanced Solution 
and Vertical Solution Deployments

More Than 1000 
Consultants Globally

Strategic 
Communications 
Consulting 

Program and Project 
Management

Industry Application 
and Solution 
Development
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Avaya 
Professional Services Strategy

Professional Services:
Focus on Higher Value-add Consultative 
Services

Vertical Expertise in Healthcare, Government, 
Hospitality, Retail and Financial Services

Enabled Direct or through Partners

Implementation Business:
Enable Partners through Certification



Global Support Services: Maintenance

Leverage Avaya’s Inherent Capability as Developer of Software, 
with Local Capabilities of Business Partners

Award Winning 
Support Infrastructure

24 X 7 Software and 
Hardware 
Maintenance Support

Global “Follow the 
Sun” Support 
Capability -- 32 
Centers in 55 
Countries

Extensive Web 
Support  for Self 
Service
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Global 
Support Services Strategy

Move to Industry Standard Support Model –
Agreements Required for Entitlement of 
Software Support

Invest for Increased Remote and Customer / 
Partner Self Service Enablement

Deliver through Multiple Partner Enabled 
Offerings 
– Wholesale and joint service delivery models 

to enable Partner value add support offerings

– Resale of Avaya direct maintenance support



Avaya Operations Services: Managed Service

Enable Partners Who Are Best Positioned to Offer 
Comprehensive Voice / Data Managed Service

Proactive fault 
management and root 
cause analysis

Configuration and 
performance 
management

Change management 
(MACs)

Software release 
management
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Avaya 
Operations Services Strategy

Partner Enabled Managed Service:
Toolsets to Enable Partners to Provide Managed 
Service of Avaya Infrastructures

Highly Flexible Offers to Support Various Partner 
Business Models … From Level 4 SW Support 
Through Level 1 Call Center Support  

OEM or White Label Offers Enable Partners to 
Brand and Re-sell



Avaya DevConnect  

Network of Leading Technology Companies That Build Innovative Third-party 
Applications That Extend the Value of Avaya Solutions and Services 

Broad Membership of Companies Including ISVs, IHVs, SIs, SPs and 
Customer End-User Developers

DevConnect Provides Access to SDKs and APIs, Developer Support, Testing 
and Co-Marketing Benefits for Technology Partners 

Nortel Enterprise Developer Program and ACE CEBS Developer Community 
Get Integrated into Avaya DevConnect Program

Over 400 companies, large and small, are members of DevConnect.  Full list - www.avaya.com/devconnect 34

http://lzitpo/jbiba/Local Settings/Local Settings/
http://www.nuance.com/
http://www.emc.com/index.jsp
http://www.att.com/
http://www.verizonbusiness.com/us/
http://www.redskytech.com/
http://www.divitas.com/index.html
http://www.raytheon.com/
http://www.rim.com/index.shtml
http://www.polycom.com/index.html
http://www.mutare.com/default.asp
http://www.interactivenw.com/index.html
http://www.arubanetworks.com/index.php


Analyst Perspective

Henry Dewing, Forrester

January 2010



Closing Comments

Todd A. Abbott, SVP Global Sales & Marketing 
& President, Field Operations

January 2010



What You Can Expect from Avaya

Leading Portfolio of Products and 
Services to Meet Your Business Needs

Unprecedented Pipeline of Innovation

Focus on Ease of Doing Business

Global Channel Ecosystem to   
Enhance Avaya Coverage and   
Support of Customers

Deliver on Our Commitments

A Pointed Focus on Executing for our 
Customers!
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THANK YOU!


	Avaya Integrated Roadmap
	Agenda
	State of Avaya
	Five Key Questions
	Our Shared History
	A History of Transformation and Innovation
	The Transformation of Avaya
	Avaya + Nortel Enterprise Solutions�A compelling combination
	Avaya + Nortel Enterprise Solutions�Targeted performance levels
	Avaya Going Forward
	Slide Number 11
	Slide Number 12
	Slide Number 13
	Slide Number 14
	Slide Number 15
	Slide Number 16
	Slide Number 17
	Slide Number 18
	Slide Number 19
	Slide Number 20
	Slide Number 21
	Slide Number 22
	Slide Number 23
	Engaging �Our Customers
	Avaya Go-To-Market Strategy
	Customer Support Services
	Overview of Avaya’s Services
	Avaya Professional Services  
	Global Support Services: Maintenance
	Avaya Operations Services: Managed Service
	Avaya Go-To-Market Strategy
	Avaya’s Global Channel Program
	The Avaya Connect Program
	Avaya DevConnect  
	Analyst Perspective
	Closing Comments
	What You Can Expect from Avaya
	THANK You!�



