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Over 30 years of customer care experience
— Agent assisted and self-service

#1 market share for IVR self-service (US, Worldwide)
— 2002 total systems & ports shipped, total revenue

#1 market share for call centers (US, Canada, NA, W. Europe)
— 2002/2003 total systems and/or agents shipped

More than 4.0 million agent positions worldwide handling
over 68 million calls per day

More than 40,000 contact centers in over 100 countries —
12,000 using skill-based routing

More than 8,000 self-service IVR systems with over 700,000
ports deployed worldwide

Leader in advanced speech self-service with more than 150
applications in use globally
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Total New CC Systems Shipped

Aspect Nortel

0T mdial Networks
NEC Mitel

4.8%

Siemens
5.9%

Inter-Tel

Nortel Networks #1 in U.S. Call Center Shipments
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2003 Contact Center
U.S. Market Share

Siemens
7.0%

Nortel Networks Confidential
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Total New Agent Positions Shipped

Nortel
Vitel Networks
Comdial 343%

0.0%

Inter-Tel 2.0%

Cisco
4.4%

Aspect
3.0%

Avaya
32.4%

Source: InfoTech (Apr. 2004)
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Canadian Market Share

Total New CC Systems Shipped Total New Agent Positions Shipped

14%

Cintech 521%

1%

31.4% NEC

1.4%

Others
32.9%
Mitel
4.3%

Cisco
1.2%

Cintech

1.6%
NEC Avaya Avaya

5% 7.4% 19.3%

Nortel Networks #1 in Canadian Call Center Shipments

Source: NBI/Michael Sone (May 2003)
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Total New Systems Shipped

Nortel
Networks

Inter Intel
1.6%
Toshiba
Altigen
2.4%

Genesys

3.8%

Siemens
4.5%

NEC
10.3%

Cintech
13.4%

Nortel Networks #1 in North American Call Center Shipments

Source: Gartner "North American Call Center Market to Grow Through 2007", D. Kraus, L.Yu, October 2003
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2002 Contact Center
North American Market Share
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Total New Agent Positions Shipped

Nortel
Altigen I|r:;[teerl N etWO I‘ kS

1.0% 0.9%

Rockwell
2.8%

Cintech

Aspect
3.2%

Siemens
3.3%

Avaya
31.5%

Slide 6



NCORTEL
2002 CO n taCt Ce n te r BUSINESS ETE;I:JTV:BNIEAlflg

Western Europe Market Share

Total New Systems Shipped

Others
Philips  15.3% Nortel

2.7% Networks
25.2%

Altitude Software
2.4%

Tenovis
6.2%

Siemens
6.5%

Ericsson

8.7% Alcatel

Aspect 12 6%
1.8%

Nortel Networks #1 in Western Europe Call Centre System Shipments

Source: Gartner “Call Centers: Western Europe, 1998-2007", T.Wright, December 2003
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2002 IVR MIIRTEL s
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Total New Ports Shipped Total New Systems Shipped

Nortel
Networks
18.9%

Nortel

Networks
10.9%

Edify
2.5%

Avaya

11.3% Intervoicebrite

6.9%
. IBM
Edity 4.1% Aspect
2.7% > 5%
Intervoicebrite I)A;:J;(
Inter Intel Aspect 7.3% 8%
o >O% 4.9% Inter Intel Sylnt;I;ect
. 0
Syntellect TALX 0.9%

2.2% 1.2%

Nortel Networks #1 in U.S. IVR Shipments

Source: In-Stat/MDR (Nov. 2003)
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Worldwide Market Share

Total Worldwide Ports Shipped Total Worldwide Systems Shipped

Nortel

Nortel

PJEEt\AI()rI<ES PJEEt\AI()rI<ES

8 . 9 % Avaya

Edify

31% /71.9%
Intervoicebrite
6.9%
IBM
5.2%
Aspect
2.4%
TALX
. . 0.5%
Inter Intel Intervoicebrite Syntellect
0.7% Aspect BM 8.6% Inter Intel yf 1%
. o .
5.2% 6.9% 0.6%
Sylntgllect TALX
>0 0.8%

Nortel Networks #1 in Worldwide IVR Shipments

Source: In-Stat/MDR (Nov. 2003)
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U.S. Market Share

Total New Systems Shipped

Nortel
Networks
Others 198%

28.7%

3com
5.5%

Toshiba
7.2%

Active Voice
9.4%
Panasonic
7.5%

Nortel Networks #2 in U.S. Messaging Shipments

Source: InfoTech (Apr. 2004)
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North American Market Share

Total New Systems Shipped Total New Ports Shipped

Nortel

Nortel
Networks Networks

219% Others 213%

21.3%

Siemens

ESI 1.8%

2.3%

ESI
1.9%

Cisco
3.0%

Vodavi
2.7%

Vodavi

4.0% Mitel

2.9% Avaya

24.8%

Samsung
5.2% Samsung
3.1%

Tostiba Active Voice Toshiba Active Voice
7.8% 12.2% 6.7% 9.1%

Nortel Networks #2 in North American Messaging Shipments

Source: Gartner “Enterprise Messaging Market Forecast: North America, 1999-2007", M.Fernandez, March 2004
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