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Interview with Ken Goldberg, Intervoice

Planning unified services platform and broader contact center product line

Ken Goldberg, senior vice president, corporate development and strategy, Intervoice was
interviewed by Bill Meisel in late April. Ken is responsible for the company’s corporate strategy,
acquisitions, and strategic alliance initiatives. He has extensive software industry experience and a
proven track record of identifying growth opportunities and aligning executive teams to ensure
successful execution. Before joining Intervoice, Goldberg held senior management positions at BEA
Systems, Accenture, and Andersen Consulting in addition to launching an e-commerce company.

Meisel: Please outline Intervoice’s strategic focus and product line.

Goldberg: Intervoice has been along-standing leader in providing voice and daa applicationsto
both the enterprise market and mobile network carriers, providing applications for mobile phones
such as voice and unified messaging and SMS. As cusomer service expectationsare changing, so is
our strategic focus and produd line We are focusng on a few key areas ove the next 12 to 18
months

Launching a unified services platform to serve both enterprises and mobile service providers,
Adding to our packaged application portfolio and leveraging our repeatable intellectud propety
tha we have developed acrossindugries to accel erate time to market;

Executing our recent launch of our new open-standads-based Voice Portal packages induding
our mature VoiceXML media server, enhanced OA&M and reporting tools, as well as new
server-side technologies to enable asynchronoustransactions and simultaneous voice-and-daa
applications

Extending our capabilities in the contact center from voice porta to more contact-center
capabilities, induding a unified agent desktop, web chat, email, distributed IP contact center,
remote agents and VVolP; and

Growing our hoded solutionsbusness, which is already growing at 20-30% over last year.

With the migration to voice over IP (VolP) and demandsfor more multi-media on the enterprise
sde, we have decided to bring the capabilities weQre developed for mobile applications into a
unified services platform, thusserving both markets. With our new unified platform, our cusomers
will have many, many optionsto bring leading-edge applicationsto ther users.

While Intervoice continues to innovde at the voice and daa platform level, it is also quickly
moving to grow its applications portfolio across different verticals. For example, in the banking
indugry, we launched a packaged banking application with dozens of pre-built, speech-enabled
features, such as accountinquiries, transactions, and information access. In the wireless indugry, we
have launched a video-mail application and we will be introduang more applicationsin the near
future, each of which will aso have a speech frontend.

We have also seen that persondization and congstent user experiences across multiple media are
becoming paramount as people interact with more devices. Our newest development, the Intervoice
Voice Portal produd line enables complex simultaneousvoice and daa interactions enriching and
refining a caller® experience regardless of the device they are using to access the system. These
next-generation features enable enterprises to give ther cusomers the highest levels of persondized
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self-service whether they are usng a telephone a computer or a mobile phone and are pat of
Intervoice@ unified communicationsstrategy for the Gnobile generation.O

With the successful acquisition of the NuContact Center produd from Nuasis in September 2006
[SSN, Octobe 2006 p. 11], we continue to expand the company beyond IVR/voice portals,
combining the best of self-service and live assistance applications to become an end-to-end contact
center solution provider. Intervoice IP Contact Center is a standadsbased, switch-independent
software solution, which is fully IP, featuring built-in CTI, with an extengble architecture, and is
network- and switch-agnodic.

On the globd-services front, Intervoice is also providing cusgomers with ther choice of busness
modds, induding premise-based and hoged solutionsto align with ther business and finanaal
objectives. Given our success to date, and with more than 30,000 ports aready being hoged and
managed, we are launching new services for premise-based customers who want added security,
hoding, or monitoring. We will offer these services on a remote basis throughow hoded solutions
busness.

What role does speech technology play in Intervoice’s enterprise products?

We have seen a significant shift in thelast year with many more cugomers wanting more speech-
based applicationsfor ther end users. Given the growth in our speech applicationsbusness, speech
technology is akey component of our enterprise solution offerings All of our IVR, voice portal, and
mobile applications suppot speech technology. Our voice portals are built on our Media Exchange
components, which suppots robug parsing for information-driven dialogs alowing for a more
naural and responsive conversation to take place between applications and callers. Additiondly,
Intervoice Persondizel T can leverage a rule-based engine to respondto each individud based on
thar preferences and experience gleaned from thdar usage of speech applicationsin the past. Where
the results of al this technology redly appear is in the hands of our indugry-leading globd
conaulting services practice. We have one of the largest and mogt talented teams in the indugryN
with years of experience in creating and deploying successful speech applications.

How do customers decide between your managed services versus customer-premises
equipment? Is it easy to migrate from one to the other?

Companies today depend on smooth, efficient, and reliable voice and data communications, and
require solutionstha integrate with therr existing infrastructure while keeping coss down.

Typically, when cusomers are evaluaing whether to go with ahoded solution, they will compare
the quantitative aspects of hoded versus premise-based so they can do an ROI calculation. They also
congder some quditative factors. Cusomers who tell usthey redly like our hoged modd typically
mention afew factors:

I They bdieve tha we can manage the voice and speech solution better than they could with our
state-of-the-art Network OperationsCenters, and we can do it at a better on-going cog;

I They appreciate that they can pay with more of a subscription-type payment stream rather than
to purchase the solution outright with up-front expenditure; and

I They aso like thefact that we can keep the software updaed for them and that they do not have
to worry aboutsoftware updaes.

Our modd aso assumes tha customers may want to take over the management of the solution in
the future, so that is a built-in feature of our hoged modd. It is actudly more typical, however, for
cugomers to go the othe way! More often, we have taken over premise-based solutions as
cugomers have asked us to take over the management of thar solutions after purchasing them
initialy.
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Intervoice solutions are available as a customer-premise sale or as a hoded service. Our Hosted
Solutionsgroup hods nearly one million minutes each month and manages more than 30,000 ports
throughour nework opeationscentersin theU.S. and U K.

Intervoice Hoded Solutions offers our customers a portfolio of contact center applications
ddivered within our unique approach to hoded services. We offer a suite of hoged solutions
designal to give enterprises and nework opeators access to leading-edge applications while
redudng the cog and risk of deploying state-of -the-art voice automation. Hosed applicationsalso
enable incremental and rapid integration of emerging technologies, as well as easier migration to
speech-enabled services employing VoiceXML and next-generation network environments such as
2.5G, 3G, GPRS, IN, and SIP-based VolIP.

Companies looking for flexibility in how they run ther contact center operations bendfit from a
hoded solution by:

I Redudngopeaationd cods,

I Allowing them to focusonther core compeendes,

I Tranderring the burden of risk, responsbility and availability to the Intervoice MSP
professionds; and

I Redudngtotal cog of ownership.

What role does speech technology play in your products for service providers?

Media Exchange for Networks is a flexible, 1P-based multimedia-enhanced services platform
designal specifically for mobile nework opeators, cable service providers, and fixed-line opeators.
It indudes a cusomizable mix of multimedia service optionsinduding next-generation messaging,
voice-activated dialing, web user interfaces, voice portal, caenda management, and text-to-speech
capabilities. Speech technology is a key differentiator for Intervoice, as we offer speech as an
optiond interface for mog of these applications

Our Media Exchange solution hdps nework providers accelerate therate at which they can bring
enhanced services to market. Our standads-based software platform incorporates tools tha suppot
third-party application development and provide easy access to enhanced services by subscribers
throughthe Home Zone Each uniquecombination of enhanced services allows nework providersto
offer ther sub<ribers a differentiated service that can enhance ther brand, increase revenue per
subgriber, and increase sub<criber loydty and retention. Key features that leverage Intervoice
speech technology indude traditiond voicemail and message notification capabilities; voice-
activated dialing; voice portals, and speech recognition, Web browser, and multi-modd user
interface technologies.

Much has been made of convergence with IP networks and looking at customer contacts
holistically, rather than with a call-center-centric focus. How realistic is this trend? Is it
something customers want now?

2006 saw more cusgomers demanding choices in how they wish to engage with a companyN
immediate assistance (live agents), deferred assistance (live agents responding to email and voice
messages), and engaging with the company via self-service (Web, phone or IVR). Cugomers want a
congstent user experience across al of these interactions Companies continueto struggle with how
to manage multiple cusomer service modds and create a consstent experience for end users.

For our cusgomers, we offer our IP Contact Center solution, which leverages IP technology to
integrate all three service modds into a single consolidaed software application with a unified agent
desktop. Having a unified desktop and a single platform to ddiver different contact optionsenables
our cusomers to create that seamless experience across mediums. Companies tha have launched
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software-only |P-based contact routing architectures in ther contact centers have learned that IP
enables these service modes to be easily and cost-effectively integrated with CRM to automate the
routing and prioritization of cusomers based on customer informationin the CRM daabase.

Intervoice is one of the first to incorporate State Chart XML (SCXML) into a commercial
product (SSN, April 2007, p. 1). How important is this, and how does it help deliver better
applications?

SCXML as a standad will increasingly important over the next three to five years. Building on
SCXML and laundiing our new Voice Portal packages in March was a significant milestone for
Intervoice, as we once agan established ourselves as being on the leading edge of the indugry.
Leveraging SCXML, our new Voice Portal offering allows customers to build not only more
complete and optimized applications, but aso create more differentiated experiences for thar end
users.

We adso implemented SCXML as server-side technology so cugomers can separate the
application from the user interface. Wha this new technology alows is simultaneous processing of
application logic. Thisis avery big dedl. For example, while an end user is interacting with a voice
portal and getting information, the application can launch other activities at the same time, such as
checking the user@ credit or looking at what they did the last time they called in. With these new
capabilities, our cusomers can reduce latency while thar users are waiting for information, or they
can even run a campagn based on tha user@ history and will be ready to run that campaign at the
end of thecall.

Possibly the most interesting use of SCXML is the ability to do simultaneous voice and data
transactions This enables multi-modd communications For example, you can book a flight through
speech, while viewing and choosng flights on your mobile phone The use of multi-modd
applicationswill become much more prevalent as phones with these capabilities and high-bandwidth
broadband networks become more ubiquitous



