AVAYA

Arcolab S.A, is a
company in charge of
distributing and
repairing satellite
cable TV equipment.
With more than 15
years of experience
and more than 50
employees, its mission
is to provide
customers with high
technology, with the
best quality at the best
prices.

Arcolab chose Avaya
technology and
improved the way they
communicate with
their customers and

their communications
internal control by
providing reliability
and efficiency to its
business.

CASE sTUDY ARCOLA

» Challenge

Before implementing Avaya technology, the situation of Arcolab's
technologicalresourceswasled byatelephone exchange (PBX) unable
to grow and with technical limitations. For example, it was impossible
for their PBX to record incoming communications as well as those
generated by sales representatives. Arcolab had a Panasonic analog
PBX which, even though solid, did not provide the tools to analyze the
information transmitted through the telephone exchange. Such
information was vital for making decisions regarding communications
with Arcolab customers and prospects.

» Solution

Thanks to the assistance provided by an Avaya Business Partner, ECSSA,
Arcolab purchased an IP Office 406 V2 basic PBX with digitaland analog
extensions. Furthermore, special emphasis was made on VoiceMailPro
and call recording solutions in order to be able to know and control the
contents of communications held within the company, one of Arcolab's
main needs. Even though Panasonic and Cisco options had been
evaluated, Avaya technology was chosen to make a qualitative leap ata
price that could meet Arcolab's requirements.

Avaya Intelligent Communications allowed Arcolab to eliminate
fraudulent calls, reduce telephone costs and streamline its telephone
assistance.
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Created Value:

Customer service improvement. Since the implementation of Avaya solutions, calls duration was
dramatically reduced and sales representatives maximized their productivity. Furthermore,
customers do not have to provide all their personal data in each telephone communication, as they
are immediately identified by sales representatives.

Better access and information quality. Nowadays, more reliable management indicators are
obtained. Before Avaya implementation, Arcolab did not have records so as to make decisions in
real time. Thanks to Avaya reporting solution, continuous and daily reports are generated, allowing
the control and strict monitoring of communications management.

Eradication of internal illicit actions. Thanks to calls recording solutions, Arcolab could identify and
eradicate fraudulent calls by 98% within its sales team.

Greater control and costs reduction in telephone calls. Prior to Avaya implementation, employees
spent more than 172 hours per month making personal calls. After applying these controls, and
thanks to the Avaya reporting and recording systems, they were reduced to 40 hours per month.

Stable, secure and scalable communications platform. The implementation of Avaya platform
allows Arcolab to have a technological differential towards its partners/customers. Even though
Arcolab chose digital lines, they have a platform prepared to develop towards IP whenever the
business so requires.

The detection of illicit actions and information leak by employees was allowed.

Easy use of extensions for users thanks to Phone Manager Lite.

Integration of voicemail with e-mail. Users can see their daily calls thanks to Phone Manager Lite.

Filters calls in real time.

“Now we can see how much we spend in calls by
distinguishing between local and toll calls, as well as
analyze which international telephony service is more
onvenient ”.

“Avaya gives us high versatility to change the users we
want to record. Likewise, thanks to the information
contained in reports issued by the Avaya contact
center, we were able to identify a very important
excess in personal calls and reduce them 5 times”.
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Guatemala, Agust 2009. -. Arcolab SA is one of the main Guatemalan

companies that distributes and repairs satellite cable TV equipment. With

more than 15 years in the marketplace, Arcolab started to expand, being

present in El Salvador, Honduras and the United States, thus becoming one

of the references in the sector. “Thanks to the training
received by Avaya's
equipment Managers,
they can interact with
servers freely, allowing

Their infrastructure growth, number of employees and international
presence pushed Arcolab to find a new technological platform that can
follow the pace of its expansion and also offer the technological
components an international company needs. “We had a Panasonic analog

PBX which, even though it worked well, did not allow us to know the them to perform daily
information transmitted through it, an essential component to better changes in the
understand the development of our business,” Wally Montidoro states, telephone network

General Manager at Arcolab. without having to

. e
Arcolab communications were made through a PBX with upgrading growth resort to a technician.

limitations and technical restrictions that did not foster business growth
nor the control of information. Such information was vital for making
business decisions in Arcolab.

This led the Guatemalan company to evaluate market alternatives and,
after considering Cisco and Avaya, Arcolab chose Avaya technology. “The
technical proposal of both suppliers satisfied our needs, but Avaya's
proposal was more in line with the budget we had for such
implementation,” the Director says.

In this manner, through Avaya Business Partner, ECSSA, Arcolab purchased the IP Office 406 V2 basic PBX
with digital and analog extensions. Furthermore, it purchased, as great allies, VoiceMailPro and call
recording solutions so as to be able to know and control the contents of communications held within the
company, which was one of Arcolab's main needs. “Thanks to Avaya, we could detect illicit acts within our
company by identifying those responsible for them by means of calls recording. Thus, we have eradicated
fraud by 98%,” Montidoro explains.

As Arcolab operates in the technology industry, it could leverage Avaya's equipment benefits. “As a result
of the technological knowledge we have acquired due to the industry in which we operate, we have
leveraged Avaya's server benefits and set it as labor culture among our collaborators. For example, Avaya
gives us much versatility to change the users we want to record. Likewise, thanks to the information
contained in reports issued by the Avaya contact center, we were able to identify a very important excess in
personal calls and reduce them 5 times," the CEO describes.

Another of the multiple benefits which the company has noticed consists of important telephone cost
savings. This happened due the possibility of analyzing the information transmitted through the Avaya
contact center by means of management reports. “Now we can see how much we spend in calls by
distinguishing between local and toll calls, as well as analyze which international telephony service is more
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convenient,” they explain at the company.

Avaya's equipment Managers training is another substantial improvement that allows them to interact
with servers freely and perform daily changes in the telephone network without having to resort to a
technician, thus avoiding delays and additional costs.

In conclusion, Avaya Intelligent Communications allowed Arcolab to eradicate fraudulent calls, reduce
telephone costs and streamline its telephone assistance, helping it to position itself as a reference in the
cable TV equipment distribution and repair sector in Guatemala and its branches throughout the
Americas.

For more information regarding how Avaya Intelligent Communications can take your business from where
it is today to where it needs to be, contact your Avaya Account Executive or an Avaya Authorized Business
Partners, or visit www.avaya.com

Applications

‘ Solution Summary ‘

Senvices

Systems

e |P Office 406 V2 con extensiones

digitales y analogas.
e Teléfonos 2400/ 2410
e \oiceMail Pro.

p About Arcolab

Arcolab S.A, is a company in
charge of distributing and
repairing satellite cable TV
equipment. With more than 15
years of experience and more
than 50 employees, its mission is
to provide customers with high
technology, with the best quality
at the best prices. Among its
main services, we can mention
dish antenna installation,
transmission plants calibration,
technical support and cable TV
accessories repair.

With headquarters in Guatemala,
Arcolab has branches in El
Salvador, Honduras and USA, and
delivers goods nationwide as well
as throughout Central America.
For more information, please
visit www.arcolab.net

p About ECSSA

It is a company which offers solutions and integrations with state-
of-the-art equipments, allowingto find the best products option as
well as the best service in the marketplace by means of highly
qualified staff.

It has suppliers who are well-known worldwide; among them,
Avaya as a Contact Center and IP Telephony world leader.
Furthermore, they have other suppliers which allow it to provide
turnkey solutions; among them, Extreme, a global leader in data
networks; Aetrha, a global leader in video and teleconference
equipments; Kenwood and Motorola, global leaders in radio
communication systems and Siemon, global leader in structured
cabling solutions.

All statements contained in this case study were made by Wally
Montidoro, General Managerat Arcolab.

“Thanks to Avaya, we could detect unlawful acts within
our company by identifying those responsible for them
by means of calls recording. Thus, we have eradicated

fraud by 98% through this means. It also resulted in a
better service for customers.”
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p About Avaya

Avaya is a global leader in enterprise communications systems. The company provides unified communi-
cations, contact centers, and related services directly and through its channel partners to leading busi-
nesses and organizations around the world. Enterprises of all sizes depend on Avaya for state-of-the-art
communications that improve efficiency, collaboration, customer service and competitiveness.
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