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Title: Product End of Sale Notification 
for the Avaya Interaction Center Business Applications:

· Avaya CallCenterQ® - Sales and Marketing

· Avaya CallCenterQ-CR – Consumer Relations

· AvayaCustomerQ® – Technical Support

· Avaya HRQ® – Human Resources

Summary

After May 1st  2005, Avaya will no longer be selling the Avaya Interaction Center Business Applications, formally known as CCQ, CallCenterQ, CustomerQ, and HRQ to new customers.  Avaya has decided that it is essential to remain committed to deliver contact center applications that enable integration with customer provided, purchased, or developed applications.  Our focus is to continue enhancing our ability to enable simplified, low cost, flexible implementations along with other solutions in the marketplace.  The Avaya communication enablement strategy, providing various solutions and technologies, will support integrations with popular front office applications and tools to ease the integration process with all external applications.  The Interaction Center 7 platform, which includes thin and thick client interfaces along with a multi-channel software developer kit, will provide communications enablement with all types of customer applications. 

· Customers who are currently using the Avaya Interaction Center Business Applications are eligible to continue purchasing application licenses until June 1, 2006 on the IC 6.1.3 platform.
· Customers who are currently using the Avaya Interaction Center Business Applications on the IC 6.0 platform can purchase additional licenses until June 1, 2005.  Upgrades are available to customers with maintenance contracts to move from IC 6.0 to IC 6.1.3 where the business applications will continue to be supported.
· Customers who are interested in purchasing new licenses of the Avaya Interaction Center Business Applications are able to do so prior to May 1st, 2005.
· Avaya will continue to honor existing support contracts for customers on the IC 6.1.3 platform.  After June 1, 2006, the support contracts will be transitioned to extended support.  Extended support is described below.  Additional details regarding the costs associated with the extended support transition will be available shortly.
· Members of the Avaya Developer Connect (DevConnect) program, Onyx Software, Queplix , and Right Now Technologies, have offered migration strategies for existing Avaya Interaction Center Business Applications customers.  These partners have access to the intellectual property used within the solutions and are able to offer tailored transition plans for Avaya customers along with attractive software licensing and professional services.  Details regarding these vendors are provided below along with contact information.
Notification Date: March 1, 2005
Effective May 1, 2005, Avaya will no longer sell the Avaya Contact Center Applications to new customers.

Effective June 1, 2006, Avaya will no longer sell additional licenses of Avaya Contact Center Applications to existing customers.

Effective June 1, 2006, Avaya will no longer provide all-inclusive manufacturers support for the Avaya Contact Center Applications.

After June 1, 2006, Avaya Global Services will provide extended support on a limited basis as follows:

Avaya may discontinue or limit the scope of Maintenance Services for Supported Products that Avaya or a third party manufacturer has declared “end of life,” “end of service,” “end of support,” “manufacture discontinue” or similar designation (“End of Support”) effective as of the effective date of the manufacturer's End of Support notice.  Following the effective date, Avaya Maintenance Services for manufacturer End of Support Products will be under the terms of “Extended Support.”  

Extended Support will continue to provide Full Coverage Maintenance Services, with the following exceptions: At the end of manufacturer support, Tier IV R&D product developer support and going-forward maintenance updates (e.g., Product Change Notices (“PCN’s”), “bug fixes,” interoperability/usability solutions, new patches) are no longer provided by the manufacturer. Therefore, certain complex faults or functionality issues may not be resolvable.   

Upgrading Avaya Interaction Center Business Applications to operating systems not currently within the documented release support matrix will not be accepted.

Discontinued SAP/PEC Codes

	SAP Code
	PEC Code
	Description
	End of Sale Date

	181842
	NA
	Interaction Center 6.1 CallCenterQ 10 User pack LIC: DL, CU
	1-May-05

	181843
	NA
	Interaction Center 6.1 HRQ 10 User pack LIC: DL, CU
	1-May-05

	181844
	NA
	Interaction Center 6.1 CustomerQ 10 User pack LIC: DL, CU
	1-May-05


Exit Strategy

Interaction Center release 6.1.3, which became available in June 2004, includes the last release of the business applications. This release provided numerous fixes and platform updates, as well as support for thin client via the Citrix Presentation Server.   Please review the Migration Opportunities section below for alternative proposals from Avaya partners.
Customers may purchase the business applications for new installations until May 1, 2005 and add agents to their existing installations until June 1, 2006. 

Schedule

	End of Sale (EoS)
	May 1, 2005

	Minimum Period of Support Availability after EoS 
	1 Year


Supported Releases 

	IC 5.6 until Jun-05

	IC 6.0.X (Covers 6.0, 6.0.1, 6.0.2) until Jun-05

	IC 6.1.3 until Jun-06


Minimum Period of Support Availability

The Minimum Period of Support availability represents the minimum period of time after the product end of sale date, during which Avaya will make available support for the product per Avaya’s Manufacturer Support Policy.  Support may be extended past that period at the discretion of Avaya Services, BusinessPartners or other service providers.   For additional information concerning support please contact your Service Provider. 

Service and Warranty

Avaya will continue to honor previously executed enhanced warranty, post-warranty and service contracts in accordance with the terms of those agreements.  Avaya is not responsible for any support or maintenance commitments made by BusinessPartners or other service providers.  Additional information concerning Avaya Services can be found on the Services Offer Information Web site.

Migration Opportunities
Members of the Avaya DevConnect Partner Program would like to extend offers to all Avaya Business Applications customers to migrate to alternative applications.  Attached you will find information on these solutions and contact information from the vendors providing these applications.  Avaya has asked each vendor to provide migration strategies that will ease the path from the Avaya applications to these solutions.
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Onyx Migration Offer
For Avaya Interaction Center Business Application Customers  


Special Onyx Migration Offer: Act before September 2005 and save!


Buy Onyx Software at a 40% discount until June 30th, 2005.  Between June 30th 
and September 30th 2005 Onyx Software will offer a 30% discount on all Onyx 
licenses.  
Onyx provides increased functionality and data migration with attractive software and professional 
services discounts delivering a solution today and one for the future.  


Onyx Software, a global supplier of software solutions that help 
organizations automate and manage their customer related business 
processes has been selected by Avaya to make a special migration 
offer—a comprehensive program to assist you in migrating from 
AIC Business applications including; Avaya CallCenterQ, Avaya 
CallCenterQ-CR, Avaya CustomerQ and Avaya HRQ.


Onyx Enterprise CRM


Onyx Software solutions are used by thousands of service, sales and 
marketing organizations ranging from medium-sized businesses to 
the world’s most recognized brands, including American Express, 


Amway, and Mellon Financial. While these companies range in size and vary in their geographic 
location, they share the need to cost effectively model processes to provide a more intimate level 
of customer service where every interaction counts. Onyx delivers the right mix of customer 
management, business process and analytics capabilities on a leading edge architecture built for 
today’s business complexities. With Onyx, you can cost effectively create a solution for your customer 
that reflects the unique nature of their business today while allowing for change as their business 
model evolves.


As a member of the Avaya DevConnect Program, Onyx continues to actively develop, promote and 
sell solutions that interoperate with Avaya applications, assuring customers of product interoperability 
between the Onyx Software and Avaya systems. 


 


“Onyx helps my sales team on a daily basis.” - Michael Catalonello, SVP Sales Reed Elsiever  


“Everyone at Mellon believes in Onyx for the present and as a continual long-term investment.” 
- Timothy Tully, CIO, Mellon Bank


“For every dollar we currently spend in the contact center, we save three.”- Brad Orben, CIO, Netegrity
 


Don’t just take our word for it...







©2005 Onyx Software Corporation. All rights reserved. Onyx Software is a registered trademark of Onyx Software Corporation. This data sheet is for informational purposes only. Onyx Software makes no warranties, express or implied, in 
this summary. Unauthorized reproduction or distribution of this information, or any portion of it, may result in severe civil and criminal penalties, and will be prosecuted to the maximum extent possible under the law. All product and company 
names should be considered trademarks of their respective companies.


Onyx Enterprise CRM At-A-Glance


Onyx provides a full suite of capabilities that support multiple departments within the organization, from marketing to sales to 
service, and the process management technologies help tie the front office to the rest of the organization. Onyx Enterprise CRM 
delivers on this objective by offering a rich portfolio of customer management capabilities including business process automation, 
cross-sell / up-sell, email management, intelligent call scripting, knowledgebase access, web self-service and work ticket 
management. 


Onyx for SERVICE - Increase Service Efficiency 


Quickly and intelligently provide the right answers the first time, every time to service inquiries. You can meet your specific service and 
support demands through traditional contact center as well as online interactions to deliver high customer satisfaction as customers 
receive prompt answers to their inquiries using the communication channel of their choice. 


  Integrated Case Management        Intelligent Call Scripting
  Intelligent Knowledge Base         Workflow & Contact Center Process Automation
  Single Agent Desktop         Contact Center Performance Management
 Web Self Service          Quality Management
 Integrated Computer Telephony        Service/Support Escalation
     Service/Support Request Management 


  Onyx for MARKETING  - Maximize Your Marketing Reach


Maximize your marketing reach while making smart decisions on how and where you spend your marketing dollars. Increase your 
campaign effectiveness and reduce your customer acquisition costs by uniting customer intelligence, sophisticated campaign 
management and powerful segmentation capabilities. 


  Multi-Channel Campaign Management        Product Tracking  
  Bulk Email Blasts           Campaign Reporting and Analysis 
  Campaign Analysis          Workflow & Marketing Process Automation
  Target List Management         Collateral & Literature Fulfillment
  Permission Marketing
  Customer Profiling & Surveys


 


Onyx for SALES - Improve Sales Productivity


Maximize your sales efficiency and execute effective sales strategies by automating all of the processes that impact your sales 
organization. Review and easily manage your entire opportunity pipeline to chart progress against sales goals, forecast revenue, and 
track win-loss data, all through a single, easy-to-use interface.  


  Sales Opportunity Management         Intelligent Call Scripting
  Pipeline Management        Workflow & Sales Process Automation
  Generate Quotes and proposals         Sales Analytics, Dashboards & Performance Management
 Win/loss Analysis         Forecasting Analysis
 Channel Management


CALL TODAY FOR MORE INFORMATION
For more information call us toll-free in the United States or Canada at 1-888-ASK-ONYX or call 
425.451.8060. For information online visit www.onyx.com.  For international, contact an Onyx 
regional sales office:


Asia +65-6332-6880 Australia +61 (2) 9409-4300
Europe +44 (0) 1344-322-000 Japan +81 (3) 5777-0294 
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Onyx At-A-Glance 
A Side by Side Comparison Quick Reference  


©2005 Onyx Software Corporation. All rights reserved. Onyx Software is a registered trademark of Onyx Software Corporation. This data sheet is for informational purposes only. Onyx Software makes no warranties, express or implied, in 
this summary. All product and company names should be considered trademarks of their respective companies.


FEATURES          ONYX        Avaya CC        Avaya CCQ-CR  Avaya HRQ 


SERVICE / SUPPORT


    Integrated Case Management    ü
    Intelligent Knowledge Base   ü 
    Single Agent Desktop   ü 
    Web Self Service     ü 
    Integrated Computer Telephony   ü 
    Service/Support Request Mgmt  ü
    Service/Support Escalation  ü     ü
    Queue Management   ü  ü
    Performance Analysis  ü  ü


     Workflow & Process Automation  ü
    Intelligent Call Scripting  ü  ü     ü


MARKETING


    Campaign Management   ü  ü   
    Bulk Email Blasts   ü      
    Campaign Analysis    ü   
    Target List Management  ü  ü    
    Permission Marketing  ü
    Customer Profiling & Surveys  ü  ü
    Collateral & Literature Fulfillment ü  ü   ü     ü 


     Marketing Process Automation  ü
    Campaign Reporting and Analysis ü


SALES 


    Sales Opportunity Management  ü    ü   
    Pipeline Management  ü  ü   
    Generate Quotes and proposals   ü   ü   
    Win/loss Analysis   ü     
    Channel Management  ü
    Forecasting Analysis  ü  ü
    Sales Analytics / Dashboards  ü  ü


     Sales Process Automation  ü
    Intelligent Call Scripting  ü
    Email Management   ü


Onyx provides increased functionality and data migration with attractive software and professional services 
discounts delivering a solution today and one for the future.  


CALL TODAY FOR MORE INFORMATION
For more information call us toll-free in the United States or Canada at 1-888-ASK-ONYX or call 425.451.8060. For information online visit www.onyx.com.  For 
international, contact an Onyx regional sales office: Asia +65-6332-6880,  Australia +61 (2) 9409-4300,  Europe +44 (0) 1344-322-000,   Japan +81 (3) 5777-0294 
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© Copyright 2005 Queplix Corp. All 
rights reserved. 
 
No part of this publication may be 
reproduced or transmitted in any form or 
for any purpose without the express 
permission of Queplix Corp. The 
information contained herein may be 
changed without prior notice. 
Some software products marketed by 
Queplix Corp. contain proprietary 
software components of other software 
vendors. 
 
Microsoft®, WINDOWS®, Internet 
Explorer®, NT® 2000 Server and 
Advanced Server and SQL Server® are 
registered trademarks of 
Microsoft Corporation.  
 
IBM®, DB2® is registered trademark of 
IBM Corporation. 
 
 
Linux® is registered trademark of Open 
Source Development Network, wholly 
owned subsidiary of VA Software 
Corporation. 
 
ORACLE® is a registered trademark of 
ORACLE Corporation. 
 
SYBASE® is a registered trademark of 
Sybase Corporation. 
 


 
 
 
 
eContact®, HelpQ®, CustomerQ®, 
CallCenterQ®, WebQ® are registered 
trademarks of Quintus Corporation.  
 
INFORMIX®-OnLine and Informix® 
Dynamic Server™ are registered 
trademarks of Informix Software 
Incorporated. 
 
UNIX® is a registered trademark of the 
Open Group. 
 
HTML, DHTML, XML, XSL are 
trademarks or registered trademarks of 
W3C®, World Wide Web Consortium, 
Massachusetts Institute of Technology. 
 
JAVA® is a registered trademark of Sun 
Microsystems, Inc. 
 
JAVASCRIPT® is a registered 
trademark of Sun Microsystems, Inc., 
used under license for technology 
invented and implemented by Netscape. 
 
Queplix®, Queplix Logo, QueWeb®, 
QueConsole®, 2D2 Methodology are 
trademarks or registered trademarks of 
Queplix Corporation. 
 
All other products mentioned are 
trademarks or registered trademarks of 
their respective companies. 
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Overview 


 
QueWeb Customer Care Suite is a perfect replacement for Avaya AIC Business 


Applications. QueWeb is fully compatible with all standard functionality of the AIC 


solution. QueWeb reuses many components from the Avaya AIC, such as: AIC 


data model, AIC Business rules and AIC GUI look and feel. However, it also 


eliminates virtually all limitations that are present in existing AIC deployments. 


QueWeb eliminates the need to maintain two discrete applications: AIC desktop 


application and web-based WebQ, as it is deployed as a single application on the 


Java 2 Enterprise Edition (J2EE) platform.  


 


This allows AIC business applications customers to prolong their current 


investment in Avaya AIC Business Applications, while taking advantage of the 


advanced new features, unlimited flexibility and future modules development and 


support from Queplix. 


 


As Avaya is discontinuing sales of the AIC Business Applications, Queplix offers 


a distinct migration path from AIC Business Applications to the QueWeb Suite, 


which was created and tested during several migrations of large AIC Business 


Applications customers. 


 


The following AIC Business Applications will be supported until April 30, 2006 


and an option to migrate to QueWeb will be offered to the owners of the following 


licenses: 


• Avaya CallCenterQ® – Sales and Marketing 
• Avaya CallCenterQ-CR – Consumer Relations 
• Avaya CustomerQ® – Technical Support 
• Avaya HRQ® – Human Resources 


 


Because QueWeb enables seamless migration from AIC Business Applications, 


it allows customers to switch to QueWeb with minimal time and expense, while 


keeping their existing data and functionality intact and still utilize the power of 


Avaya CTI components integration. QueWeb is a leading second generation 
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CRM software system which will also breathe new life into the AIC Business 


Applications, enhance their features and bring it up to date with the latest 


technological advances. QueWeb extends the investment into Avaya AIC 


Business Applications, while adding many new features and functions.   


AIC and QueWeb Applications Comparison 


 
QueWeb system solves the following functional and technical issued found in the 


current Avaya AIC Business Applications: 


Avaya AIC Business Applications Queplix QueWeb 


Architecture 


• “Heavy” client software is required to 
be distributed on the media, 
software version updates require to 
uninstall and reinstall client software.


 
• Limited customizations available 


through surface-level VBA engine 
(QScripts). 


 
• Customizations are not smoothly 


migrated to the new versions 
 


• Source code is closed and 
unavailable for customizations 


• Thin-client architecture: all processes reside on 
the server. No client software is required except 
for the Internet Browser. 


 
• Unlimited customization capabilities. 


Customizations do not affect upgrades, as 
QueWeb relies on the Enterprise Java platform 
making clear separation between GUI, Business 
Objects and Core. 


 
• QueWeb is built on an open standards platform, 


which could be fully customized to achieve 
100% of specific functional requirements 


Thin Client Capability 


In the web-based applications (WebQ): 
 


• Limited functionality, few searches 
available, limited updates, limited 
QScript functionality (Database only) 


 
• WebQ GUI rules are not available 


thus creating a functional gap 
between a desktop eContact version 
and WebQ. 


• Complete Search/Update/Create Functionality 
for all Forms and Tables. Any QScript could be 
converted to run in QueWeb. 


 
• Limitations in QScripts are eliminated, as they 


are converted from legacy VBA to Java Scripts 
or Servlets. 


 
• QueWeb is designed as an integrated and 


complete web-based system from the ground-
up. 


Scalability 


Use of multiple data servers requires 
substantial re-configuration efforts and in 
case of integrated systems requires 
changing the core code. 


QueWeb achieves high scalability by supporting multiple 
JVMs as well as deployments in the server farm 
environment. It is designed to leverage Java Server’s 
built-in load balancing facilities and fail-over capabilities. 


Upgradeability 
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Avaya AIC Business Applications Queplix QueWeb 


Upgrades are complicated processes of 
combining the old customized code into the 
new version. 


Simple upgrade path. All custom code is stored within 
Business Object Layer, which does need to be 
upgraded with the new version, unless custom code is 
implicitly changed in the new version and new 
functionality is preferred. All customized business code 
as well as any User Interface changes remain intact as 
they are contained in separate independent layers. 


Integration 


Limited in Application Programming 
Interfaces (API). Limited integration is 
possible with OLE-compatible applications 
through Qscripts. 


 
• Easy and simple integration with most 


applications and third-party tools (solutions 
search, web-based reporting, etc.) through 
variety of interfaces: COM, API and CORBA. 


 
•  Standardized Java Application Programming 


Interface (API) libraries are available in the core 
system through which it is possible to integrate 
with any other system that has its own API. 


Security 


Limited Security based on older 
technology. 


Extended Security measures – leveraging the latest 
Java security (database connection pool, data 
encryption, etc.). Although substantially advanced, 
QueWeb’s security and record locking mechanisms are 
compatible with AIC Business Apps, making it possible 
for two systems to run in parallel on the same database 
during the transition period or if it is required to migrate 
one corporate site at a time. 


User Interface 


Substantial differences between desktop 
application’s User Interface and WebQ 
UI. Limited number of UI components. 


Multitude of standard and custom developed UI 
components. No limitations on GUI complexity. Easy to 
maintain HTML layouts. 


 


Technical Architecture Overview 


 


Because of QueWeb’s J2EE architecture, future upgrades do not require re-


applying your customizations: all business rules as well as GUI elements remain 


intact, only the QueWeb core is upgraded. QueWeb consists of three 


independent layers: Graphical User Interface, Business Rules, and Core. This 


allows implementing 100% of your existing and new business requirements 


without loosing support from Queplix and allowing for smooth future upgrades. 


Implementation time is drastically reduced by QueWeb leveraging your existing 
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AIC Business Application database, eliminating the need for a costly data 


migration and preserving your data intact. Because of 100% compatibility with 


AIC, it is possible to roll out QueWeb gradually, one location at a time, sharing 


the common database and having users on both systems at the same time.1


 


QueWeb brings your customized business rules to new levels by migrating them 


onto the Web interface, at the same time allowing enhancing the workflows and 


user interface. QueWeb provides robust performance and scalability, relying on 


the most advanced enterprise Java Application servers, such IBM WAS, BEA, or 


Orion2. The versatility and business power of a desktop client is now combined 


with accessibility and flexibility of an Internet application. On the surface QueWeb 


looks and feels similar to your current system. Most of the fundamental changes 


in the new application are contained in its core architecture. This new Java 2EE 


architecture provides means for a secure access to the system from any remote 


computer without any client software installation, Active-X controls or Java 


applets; no software is ever needed to be installed to access QueWeb. QueWeb 


supports personalization by allowing users to preserve their individual system 


settings and layout, providing familiar working environment from any access 


point.  


 


While QueWeb is based on your existing business concepts, GUI and database, 


it provides additional functionality as well as custom modules built according to 


your corporation’s specific requirements. Additional modules available now and 


included in the standard AIC migration suite: Enhanced Ad-Hoc Reporting Tool, 


Advanced Email Management (replaces Mustang integration), Knowledge 


Management and Full-Text Search (replaces Fulcrum) with searching in long-text 


notepad fields from GUI, Attachments Viewer (QueWeb supports over 250 file 


formats to be viewed from within the QueWeb system, such as DOC, PDF, XML, 


etc.). QueWeb offers new features designed for specific industries: 


Pharmaceutical, Manufacturing, Technology, Financial Services, and others. 
 


1 Some advanced features of QueWeb are disabled during the co-existence phase in order to remain 
compatible with AIC Business Applications. 
2 Queplix does not manufacture or resell the Java application servers. Queplix will make appropriate 
recommendations for the Java server based on specific user requirements. 
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If you current integration with other legacy systems is complex or the integrations 


were not previously achievable due to the AIC Business Applications limitations, 


QueWeb will seamlessly integrate with any other legacy systems or business 


software. QueWeb offers native Java, COM, C++ APIs as well as it can consume 


and provide Web Services. QueWeb provides a state-of-art system access 


security based on the latest Java technology; some companies successfully 


integrated QueWeb with their corporate single sign-on procedures or leveraged 


an outsourced authentication services, such as Siteminder®. 


 


Queplix main goal is to attain 100% customization ability for existing Avaya AIC 


Business Applications and Quintus customers. At the same time, our Business 


Analysis and Consulting services can provide additional enhancements and 


custom designed functional modules, leveraging a multitude of additional GUI 


elements available in Java and by offering QueWeb customizations in powerful 


and flexible Java code. QueWeb has taken user-friendliness to the next level: 


any aspects of the GUI can be changed on-the-fly: screen layout, font sizes and 


colors, backgrounds, images, icons as well as enhanced access for vision-


impaired individuals. QueWeb’s GUI is a set of HTML templates and none of the 


customer specific changes to it will invalidate support or complicate the upgrade 


process. The presentation layer in QueWeb always remains isolated from the 


system’s Core and Business layers. 


 


Among several new modules, QueWeb offers a Script Scheduler component of 


the Administration focus to schedule and execute external scripts, i.e. UNIX shell, 


PERL, VB and Java scripts, etc., while capturing their output, errors and allowing 


for administrative control. This functionality can be leveraged to automatically 


update QueWeb’s database from other enterprise data sources. 
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The following is a modules compatibility table between AIC Business 


Applications and QueWeb: 


AIC QueWeb QueWeb Enhancements 


Stand-Alone 


Data Server 
N/A 


QueWeb leverages Java Application Server with load balancing and 


Connection pooling, eliminating the need for a proprietary Data Server. 


Stand-alone 


QAlert 
Built-in 


QueTask 


Stability and customization issues resolved. Does not require a predefined 


list of tables in order to work: alerts, actions and escalations can be applied 


to any business entity in the QueWeb. 


QDesigner 
IBM® 
Eclipse© IDE 


Industry leader in design and development environments, IBM Eclipse 


offers more powerful and robust design facility in QueWeb. QueWeb can 


also be customized using any standard enterprise Java IDE. 


Stand-alone 


QGateway 


Built-in 


QueTask 


Allows connecting to external data sources, launching and monitoring 


external procedures and scripts on any OS. 


Fulcrum® 


(3rd-party 


software) 


Built-in Full 
Text Search 


Indexes external collections of documents, notepad fields, Case and Ticket 


file attachments, email attachments. Converts over 250 file formats into 


HTML to view within QueWeb. 


Mustang® 


and AIC 


Email 
Integration 


Built-in 


QueWeb Inbox 


Advanced Email processing mechanism, monitors email accounts on most 


standard email servers, processes incoming email based on Routing rules 


and automatically creates Cases or Tickets. Additional features include: 


auto-replies, condition based workgroup routing (i.e. based on the product 


mentioned in email), spam-filters, users inbox and outbox size quotas, 


LDAP and Global Address Book integration, email text templates. Inbox 


module also provides Outlook integration. 


Ad-Hoc 
Report 


Enhanced Ad-
Hoc Reporting 
Module 


Provides more efficiency and usability, eliminates the need to know and 


specify table relations for reports. Automatically finds the most optimum 


and the least costly way to join data. Reports can be scheduled for 


execution and delivery by email. 


QScript Java Script 
Proprietary and limited QScripts language (subset of VB script) is replaced 


with low-level and more powerful Java Script. 


WebQ N/A 
QueWeb is a true thin-client system, accessible through Microsoft Internet 


Explorer® web browser. 


CTI 
QueWeb 
Integrates with 
Avaya CTI 


N/A 


Reporting 
tools (i.e. 
Cognos) 


Full support for 
existing 
systems 


N/A 
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QueWeb Typical Configuration 
 


 
QueWeb Database Compatibility 
 


Database Engine Version(s) Supported Release Notes 


Oracle 8i, 9i AIX, Linux, OS/2, HP-UX, Sun, 
Windows (XP, 2000, NT, 98, 95) 


Microsoft SQL Server 6.5, 7, 2000 Win 2000 Server and Advanced 
Server only 


Informix On-Line and Dynamic 
Servers 7.x Any supported OS 


Sybase 11 Any supported OS 


Any ODBC-compliant RDBMS Any ODBC 3.0-compatible and 
above drivers  Intel-based Windows OS 


IBM DB2 7.x AIX, Linux, OS/2, HP-UX, Sun, 
Windows (XP, 2000, NT, 98, 95) 
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QueWeb and Avaya AIC/Quintus Compatibility 
 


Application Version Supported 


CustomerQ 3.0 to 6.x Yes 


HelpQ 3.0 to 6.x Yes 


CallCenterQ 3.0 to 6.x Yes 


eContact Enhanced e-mail Processing 5.x to 6.x Yes 


WebQ 3.0 to 6.x Yes 


eContact Telephony/CTI 5.x to 6.x Yes* 


Cognos/Crystal/Actuate All Yes 


QConsole 5.5 to 6.x version 3 


 
* (with Avaya IP Agent©) 


Current Versions and Future Development 


 


We are continuing to add functionality and features to QueWeb application, 


making it a complete suite of Business Solutions for various vertical industries 


including, but not limited to: Manufacturing, Financial, Pharmaceutical, Hi-Tech, 


Energy and others. 


 


Queplix continues to enhance existing functionality and develop new functionality 


while keeping customers’ requirements and wishes at the center of its 


development process. Queplix recognizes that all enterprises are unique in the 


way they conduct core business and design their processes. This uniqueness of 


the Business Processes design provides the corporate advantage that 


distinguishes one enterprise from another. Queplix goal of providing 100% of 


specific custom requirements remains at the core of Queplix business.  


 


Queplix QueWeb next release in 2005 will be 3.0.  


QueWeb minor releases occur on quarterly basis. 


QueWeb major releases occur on annual basis. 
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Queplix Corp. , USA 
Queplix UK Ltd, or our Distribution 


Partner Reflective Solutions, Ltd 


HQ Facility: 1000 Atlantic Ave, STE 511 
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Overview 
 
QueWeb Customer Care Suite is a perfect replacement for Avaya AIC Business 


Applications. QueWeb is fully compatible with all standard functionality of the AIC 


solution. QueWeb reuses many components from the Avaya AIC, such as: AIC 


data model, AIC Business rules and AIC GUI look and feel. However it also 


eliminates virtually all limitations that are present in existing AIC deployments. 


QueWeb eliminates the need to maintain two discrete applications: AIC desktop 


application and web-based WebQ. QueWeb is deployed as a single application 


on the Java 2 Enterprise Edition (J2EE) platform.  


 


This allows AIC customers to prolong their current investment in Avaya AIC 


Business Applications, while taking advantage of the advanced new features, 


unlimited flexibility and future CRM development and support from Queplix. 


 


As Avaya is discontinuing sales of the AIC Business Applications, Queplix offers 


a distinct migration path from AIC Business Applications to QueWeb, which was 


created and tested during several migrations of large AIC Business Applications 


customers.  


 


The following AIC Business Applications will be supported until April 30, 2006 


and an option to migrate to QueWeb will be offered to the owners of the following 


licenses: 


• Avaya CallCenterQ® – Sales and Marketing 
• Avaya CallCenterQ-CR – Consumer Relations 
• Avaya CustomerQ® – Technical Support 
• Avaya HRQ® – Human Resources 


 


Because QueWeb enables seamless migration from AIC Business Applications, 


it allows customers to switch to QueWeb with minimal time and expense, while 


keeping their existing data and functionality intact and still utilize the power of 


Avaya CTI components. QueWeb is a leading second generation CRM software 


system which will also breathe new life into the AIC Business Applications, 
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enhance their features and bring it up to date with the latest technological 


advances. QueWeb extends the investment into Avaya AIC Business 


Applications, while adding many new features and functions.   
 


Current Versions and Future Development 
Queplix is continuing to add functionality and features to the QueWeb 


application, making it a complete suite of Business Solutions for various vertical 


industries including, but not limited to: Financial Services, Banking, 


Manufacturing, Financial, Pharmaceutical, Technology, Energy and others. 


 


 Queplix continues to enhance existing functionality and develop new 


functionality while keeping customers’ requirements at the center of its 


development process. Queplix recognizes that all enterprises are unique in the 


way they conduct core business and design their processes. The uniqueness of 


the business processes provides the corporate advantage that distinguishes one 


enterprise from another. Queplix goal of providing 100% of specific custom 


requirements remains at the core of our business.  


 


Contact Queplix or our Distribution Partners for the detailed migration path 


documentation and discounted licensing options for current AIC customers.  


Queplix USA Corp. 
Queplix UK Ltd, or our Distribution Partner 


Reflective Solutions, Ltd 


1000 Atlantic Ave 
STE 511 


Camden, New Jersey 08104 
877-QUEPLIX 


 


106 Coppergate House 
16 Brune Street 


London 
E1 7NJ 


Tel.: +44 (0) 20 7448 9751 
Fax: +44 (0) 20 7953 8471 
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“RightNow offers the most developed customer service products available
in a hosted environment. In Gartner’s opinion, the company’s development
effort is at least two years ahead of Salesforce.com’s efforts. Unlike
Salesforce.com, RightNow offers users the choice of a hosted or non-hosted
solution or both. RightNow’s offering also enables users to customize the
system.  Most competitors force users to migrate to the latest version of the
product, even if no decisive advantage exists.”


—Michael Maoz, research fellow, vice president and research director
Gartner Research


"With its addition of marketing last year and sales functionality this
year, RightNow can arguably claim to have the broadest hosted CRM
footprint on the market… RightNow's customers seem to love the
company and its product.


—Erin Kinikin, vice president
Forrester


“RightNow’s customer service-centric approach to full suite CRM
deployments is unique and credible in the market, especially among the
hosted offerings. RightNow CRM’s strength lies in its sophisticated
customer service expertise and ability to extend it into sales force and
marketing applications—improving the overall customer experience and
inter-departmental collaboration.


—Sheryl Kingstone, program manager, CRM
Yankee Group


Special Migration Offer:
Avaya Interaction Center Business Applications Customers


RightNow Technologies (NASDAQ: RNOW), the leading
provider of on demand CRM software solutions has
been selected by Avaya to provide a special migration
program for customers recently notified of the end-of-
sale for Avaya Interaction Center Business Applications
including; CallCenterQ, CallCenterQ-CR, CustomerQ
and HRQ.


RightNow CRM


RightNow CRM is a complete on demand CRM soloution
for building a customer-centric organization. RightNow
CRM includes a comprehensive suite of marketing,
sales and service solutions that provide the real-time,
actionable insight you need to drive profit and loyalty
throughout your business.  Our on demand soultions-
proven in thousands of client implementations provide;
shorter time to deployment, less complexity, reduced
infrastructure and maintenance costs, low total cost of
ownership and a faster return on investment.


Leading industy analysts such as Gartner, Forrester
and Yankee rate RightNow  as the on demand CRM
leader.


Special Migration Offer:


- Comprehensive CRM Solution
  Including: Marketing, Sales and
  Service.


- World class hosting at no additional
  cost.


- Try before you buy pilot program
  proves ROI.


- Term/Subscription/Perpetual
  Licenses


- Free Migration Assessment


- Attractive Software and Professional
  Services Discounts


Register Now!
If you are interested in finding out how RightNow can
help you to optimize your customer relationships while
protecting your investment in Avaya Interaction Center,
please follow these simple steps:


Go to www.rightnow.com/avayaoffer


or Contact: Lou Buth at 609.524.1562


Complete the customer registration form


You will be registered to receive all benefits
of the migration offer


First 25 to register will receive a $20 gift
certificate from Amazon.com


RightNow CRM


RightNow MARKETING – Turn Campaign Ideas
Into Reality.


A powerful campaign management solution that reduces the
complexity of campaign administration and lets customers track
impact, and replicate success.


Multi-Channel Campaign Management – Create and execute
multi-stage, multi-channel marketing campaigns. Build and
manage powerful campaigns in graphical workflow format.
Integrate targeted emails into marketing strategy and drive
higher, more qualified response rates.


Measure Marketing Impact – Quantify the impact and ROI of
marketing programs in real-time.  Measure and track the power of
every campaign, from marketing execution to sales close, with
standard reports that can be tailored to unique business needs.


Complete Customer View – Leverage Sales, Service and Marketing
data to ensure optimal interaction across all marketing initiatives.


RightNow SALES – Improving Sales Productivity


An integrated, on demand sales automation solution that improves
the efficiency and effectiveness of sales teams.


Complete Sales Automation – Allows sales reps to easily manage
pipelines, forecasts, accounts, opportunities and contacts.


Flexible to Support any Sales Methodology – Enforce the correct
policies and procedures across the sales organization.  Customize
unique sales strategies to create predictability by helping turn average
sales reps into top performers.


Intuitive, Highly Interactive Interface – Easy management of
routine tasks, instant access to critical information, and less “clicking
and scrolling”, reps will adopt quickly
.
Powerful Sales Analytics – Gain a “single version of truth” through
personalized dashboards that deliver real-time, accurate pipeline
information.  Easily create customized reports to manage unique
sales requirements.


RightNow SERVICE- A Complete Solution from
Customer Service Experts


A global, multi-channel solution that improves service quality and
agent effectiveness by capturing customer interactions across all
channels of communication.


Complete Multi-Channel Solution – Single view across phone,
email, and web.


Integrated Case Management – Enables agents and customers
to create, escalate, track and manage incidents.


Intelligent Knowledge Base – Quickly delivers relevant, actionable
information to both agents and customers, offering a uniform
experience regardless of channel.


Single Desktop Application – Eliminates redundant applications.
Offers an intuitive, highly interactive web-based user interface.


Self Service Portal – Allows customers to ask questions, get
answers, chat with agents, open incidents, and track the status of
inquiries, incidents and emails.


Computer Telephony Integration – Allows agent screen pops and
basic call control from the agent desktop.


Marketing Campaign Console


Sales & Support Consoles


Analytics Console
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