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One World, One Team
| By Yong Zhao, President of Huawei UC&C Product Line

U

nified Communications and Collaboration (UC&C) is a combination of voice, data,
video, and business process technologies. Anytime, anywhere access to business
platforms delivers multiple benefits: cross-regional collaboration, decreased costs,
improved efficiency, consistent user experience, and higher user satisfaction.
In 2006, Harvard Business School professor Andrew McAfee coined the "Enterprise 2.0"
concept of collaboration being crucial to enterprises. Since then, UC&C vendors have worked
to introduce new levels for ease-of-use in their approach to integrating mobility, video,
virtualization, and social networking.
As a global enterprise with a full range of UC&C solutions, Huawei leverages efficiency against
cost to ensure true-to-life communication across our offices worldwide. Huawei has installed
more than 700 high-end telepresence systems in 16 regions, 110 representative offices, and 20
R&D centers. Our Contact Center Solution provides IT, travel service, and HR shared service
hotlines. More than 840 agents average over 412,000 calls each month, including interactions
through social media and remote collaboration. During peak hours, our Unified Communications
Solution serves as many as 185,500 concurrent users. Every day, the center supports 1.29 million
minutes of calls and 5,890 instant conferences. In addition, we have deployed 17,952 video
surveillance devices with a proven track record for intelligent security.
Having adopted our own UC&C applications, we continue to explore business scenarios
that align with customer needs and simplify operations. We cooperate with our partners to help
customers incorporate UC&C into their business processes, speed business transformations, and
boost operating efficiency.
The ultimate goal of our UC&C products is "One World, One Team." By accumulating
technical know-how in the IT, CT, and audio/video fields over the past two decades, Huawei has
developed a baseline for simplicity, superior experience, and efficient collaboration. We have
simplified ease-of-use and have enabled remote collaboration while ensuring system stability
and reliability. We actively incorporate features of mobility, video, social networking, and other
mainstream technologies into our major offerings, such as telepresence, video conferencing,
safe city, unified communications, contact centers, and remote banking, and are materializing
these concepts through our R&D initiatives. Guided by our "Openness" and "Being Integrated"
strategies, Huawei continues to explore approaches for further ICT convergence, and is teaming
up with industry partners to identify business models that support a sustainable market that
creates value for our customers.▲
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Enterprise News and
Announcements in Q4, 2013

(CSPs), learning partners, higher education institutes, and
representatives of industry customers in collaboration with
the Huawei Authorized Network Academy.
Huawei held an education summit in Beijing
using the theme of "Building Connected
Schools, Providing Education for All."
Sep 26 Huawei's goal is to leverage state-of-the-art
technical resources from multiple sources to
help customers build modern education systems.
2013

Huawei and China Life
Insurance (Group) Company held a signing cereDec 2 mony for their strategic
partnership agreement at
Huawei's headquarters in Shenzhen. Under
the agreement, both parties will leverage
their individual strengths in a cooperation
pact covering information technology, insurance, finance, enterprise annuities, and
investments.
2013

Huawei exhibited its new
2013
line of Big Data storage
products at the China IT
Nov 30 - Dec 1 F o r t u n e ( C E O ) A n n u a l
Meeting and China CIO
Annual Conference, where the Huawei
OceanStor 9000 storage system was honored with the "2013 Computer World
Annual Product Award." Both events are at
the top of the annual IT calendar in China.
Huawei launched the
world's first eLTE urban
transport solution in
Nov 29 rail
Zhengzhou, China. In addition to sharing stories of
a successful deployment for the city's
Metro system, animated discussions were
conducted among officials from Zhengzhou
Metro, journalists, transportation design
2013

experts, and customers of metro companies from inside and outside of China. Every
attendee was able to engage directly with the innovations that Huawei's eLTE solution is
bringing to the worldwide metro industry.

2013

Nov 16

2013

Nov 12

2013

Nov 5

2013

Nov 4
2013

Nov 3-8

Huawei and China National Software & Service Co., Ltd. (CS&S) signed
a strategic partnership agreement at Huawei's headquarters in Shenzhen.
Together, Huawei and CS&S will implement the "2014 Government
and Enterprise Market Plan" as well as a strategic agreement to achieve
win-win outcomes in cloud computing, Big Data, Smart City, and other
industrial segments.
Huawei is extending their BYOD mobile office platform with the addition
of nearly 30 partners, including ChinaSoft International and iSoftStone.
The move is part of Huawei's wider effort to strengthen cooperation
with its partners to provide one-stop mobility solutions for enterprise
customers.
The OpenStack Foundation voted to welcome Huawei as a Gold Member
during the OpenStack 2013 Summit in Hong Kong. Huawei is the first
Chinese vendor to earn the Foundation's highest acknowledgement in
recognition for Huawei's contributions to open source activities in cloud
computing.
According to the 2Q13 Computing Data Center Benchmark Report by
globally-renowned IT consulting firm TBR, Huawei ranked No. 1 in
global storage revenue growth. At 22.3%, it was the fifth time Huawei has
experienced the highest quarterly growth in worldwide storage revenue.
Huawei hosted the 88th meeting of the Internet Engineering Task Force
(IETF) at the Hyatt Regency in Vancouver, British Columbia. On-site, Huawei
demonstrated its latest achievements in data center switching, including the
NVO3 Translation Gateway and the IS-IS-based multicast solution.

2013

Oct 28
2013

Oct 21

2013

Oct 16

According to the International Data Corporation (IDC)
China Semiannual Collaborations and Video Tracker,
Huawei topped the Chinese video conferencing market in
the first half of 2013 with a 34.9% market share.
The Storage Networking Industry Association (SNIA)
Storage Management Initiative (SMI) Lab 13 Plugfest
#5 was performed in Huawei's Chengdu and American
Research Centers. This is the first time that a Plugfest test
was conducted on the same day in two locations, and also
the first time that the SMI standard was tested in Asia.
The Moldova Smart Transport Project Traffic Monitoring
and Control Center was opened within the Ministry of
Internal Affairs in Chisinau. Vlad Filat, former Prime
Minister, acknowledged the crucial role of Huawei and
the Government of China for improving transport safety
and protecting lives in Moldova.

At the 22nd World Energy Congress 2013 in Daegu, South
Korea, Huawei showcased an array of leading solutions
under the theme "Promoting Smart and Efficient Energy with
Oct 13 Innovative ICT Solutions." Covering smart grids, digital
oilfields, and digital pipe fields, Huawei products included
eLTE wireless broadband trunking solution, OSN3500 optical transport
system, HVS85T high-end storage, and AR530 industrial switching router.
2013

2013

Oct 10

Hosted in Xi'an, China, under the banner of "Services
for the Future," the Huawei Talent Alliance Plan was
announced at the 2013 Huawei Chinese Partner Conference. The Talent Alliance Plan involves Authorized
Service Partners (ASPs), Certified Service Partners

Under the theme "Better Partnership with
Communication, Superior Experience
Collaborative Innovation," during
Sep 11 Through
the Huawei Partner Conference were
launched the all-in-one TE30 smart video
conferencing device and 7900 series IP phone for delivering
unparalleled video communication experiences.
2013

The Huawei Enterprise Networking Congress 2013 (HENC 2013), the largest network technology event in China and the Asia
Sep 3-4 Pacific region, was convened in Shanghai
under the theme of "Agile Network,
Agile World." During HENC 2013, Huawei launched
the USG6000 next-generation firewall, new-generation
802.11ac series Access Points with unparalleled speed, a
large-capacity wireless controller, and the S5700-BAT – the
world's first battery re-chargeable switch.
2013

The Huawei Cloud Congress 2013 (HCC
2013) attracted tens of thousands of cuspartners, industry experts, scholars,
Sep 2-3 tomers,
journalists, and analysts to Shanghai. At
HCC 2013, Huawei unveiled the IT Fusion
Strategy and launched the OceanStor 18800F all-flash
storage system with guaranteed lowest latency, and three
new servers (the DH628 V2 high-density storage node
for X8000 cabinets; CH140 high-density computing node
for the E9000 blade server; and the CH242 computing
node for enterprise applications). Also released were the
FusionInsight Big Data platform.▲
2013
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IDC White Paper
The global market
is transitioning
from legacy
telephony and
messaging
platforms to
new Unified
Communications
and Collaboration
(UC&C) platforms
and solutions.
IDC sees a
growing, global
UC&C market
driven by an
increased interest
in collaborating
across Web,
video, social,
contact center,
and CEBP
applications. >>

| By Rich Costello

T

he global market is transitioning from legacy telephony and messaging platforms to new Unified Communications and Collaboration (UC&C) platforms and
solutions. IDC sees industry trends such as targeted lower-cost
solutions, Bring Your Own Device (BYOD), and browser-based
Real-Time Communications (RTC), making UC&C appealing
to Small and Midsize Businesses (SMBs).
This IDC white paper discusses key market trends for UC&C
and highlights Huawei as a mark–et-leading vendor.
Huawei has developed a broad UC&C product portfolio –
including call control with Instant Messaging (IM), call center
software, Web conferencing, video conferencing, telepresence,
and social business. Huawei's UC&C endpoint support includes
Personal Computers (PCs), phones, and mobile devices.
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UC&C Definition

IDC defines UC&C as the integration of enterprise voice and collaborative applications
such as email, IM, Unified Messaging (UM), Web/audio/video conferencing/telepresence,
and enterprise social software.
Integrating these core technologies are Fixed Mobile Convergence (FMC) solutions,
Communications-Enabled Business Processes (CEBP), and Customer Relationship
Management (CRM) with unified directories, administration and security tools.

UC&C Market and Technology Trends
IDC sees a growing, global UC&C market driven by an increased interest in collaborating
across Web, video, social, contact center, and CEBP applications.
● Worldwide UC&C Forecast
IDC estimated the 2013 market for worldwide UC&C solutions (equipment, products,
applications, and services) was $19.1 billion.
IDC's 2012 U.S. WAN Manager Survey indicates that the key factors for companies
moving to a UC&C solution are increased productivity, lower cost, improved employee
collaboration, and customer service.
● Enhancing Key Business Processes
IDC observes the deployment of UC&C technology in organizations to enhance
interactions among workers and key business processes.
● Growth in Mobility and Bring Your Own Device
A recent IDC study speaks to the huge impact of smart mobile devices on the

consumerization of Information Technology (IT):
• In 2012, 68% of employee-owned devices (i.e., BYOD) were used to access enterprise
applications – up from 45% in 2010.
• 83% of respondents believe that tablets and similar devices will affect how their
organizations conduct future business.
• IDC expects 2013 to 2015 to be pivotal for mobile data as mobile applications become
more dynamic.
● Virtualized Communications
IDC expects enterprises to continue virtualizing their communications and collaboration
solutions.
Virtualized architectures address voice and video in the data center by increasing the
number of desktops and mobile devices hosted per server.
● Growth of Hosted and UCaaS
IDC estimated that UC-as-a-Service (UCaaS) would have generated $360 million for
service providers in 2013 and $1.3 billion by 2017, with a five-year Compound Annual
Growth Rate (CAGR) of 41.4%.
● UC&C for SMBs
SMB ownership of mobile devices is increasing along with support for remote workers.
"SMB Current Unified Communications Use" data from IDC's 2012 SMB Survey provides
the following data point: SMB companies with at least one type of UC technology in use
– < 50 workers (49.7%), 50 to 99 workers (78.8%), and 100 to 1,000 workers (83.6%)

Evolving Capabilities of Enterprise UC&C
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IDC sees industry
trends such as targeted
lower-cost solutions,
Bring Your Own
Device (BYOD), and
browser-based RealTime Communications
(RTC), making UC&C
appealing to Small and
Midsize Businesses
(SMBs). >>
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Source: IDC, 2013
Figure 1: Worldwide Unified Communications and Collaboration Taxonomy

● Consistent User Experience
Smartphones and tablets are the collaboration devices of choice for executives,
professionals, and knowledge workers. The emphasis is to integrate multiple applications
into a consistent, unified User Interface (UI).
● Web Browsers for Video
IDC sees an interest in real-time desktop, laptop, and mobile video collaboration.
WebRTC is an emerging standard for communicating between browsers, particularly for
video.
● Social Business Integration
Social business solutions enjoy an increasing role in employee collaboration through
enterprise solutions such as IBM Connections, Jive, Salesforce.com, Chatter, and Yammer
(now Microsoft).
● Open, Scalable, and Extensible Platform Architecture
Supporting open voice standards such as Session Initiation Protocol (SIP), including IP
Multimedia Subsystem (IMS)-based IP Multimedia Service Control (ISC), Lightweight
Directory Access Protocol (LDAP), XML Configuration Access Protocol (XCAP), and
Extensible Messaging Presence Protocol (XMPP) is typical for organizations considering
a new UC&C investment. SIP is dominant in UC&C and Voice-over-IP (VoIP) because it
provides a scalable and extensible platform for enterprise customers.
● Voice and Video Quality
Recent enhancements in High-Definition (HD) video conferencing helps boost appeal
among users with poor past experiences. Modern solutions are based on newer
compression technologies such as H.264 Advanced Video Coding (AVC), H.264

IDC sees some evolving
capabilities of enterprise
UC&C such as consistent user
experience, web browsers
for video, social business
integration, open, scalable, and
extensible platform architecture,
voice and video quality,
integration of collaborative
applications with business
processes. >>
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Figure 2: Worldwide Unified Communications and Collaboration Market Forecast, 2012 - 2017
Scalable Video Coding (SVC), and the pending High Efficiency Video Coding (HEVC)
compression standard, H.265.
● Integration of Collaborative Applications with Business Processes
IDC expects a rise in collaborative applications (email, calendar, IM, presence, and social
media) integrated with automated business processes.

Huawei UC&C Solutions
Directed to enterprise
customers, Huawei has
the opportunity to target
mid-market and small
businesses with its IT
and UC&C offerings.
Huawei's Enterprise Global
Competency Center, 20 R&D
centers, 20+ joint innovation
centers, and 36 training
centers worldwide positively
impact the company's
thought leadership in a
competitive market. >>

Huawei's broad UC&C portfolio includes the following resources:
• eSpace U1900 Series, U2900 Series, AR Series. IP telephony.
• eSpace UCaaS. Enterprise/SMB offerings for cloud and hybrid deployments.
• eSpace Contact Center. IP solution.
• eSpace Meeting. Web conferencing.
• TP, RP Series. Telepresence and video conferencing.
• VP Series. Desktop video.
• Convergent Conference Solution. Support for multiple conference types.
• eSpace UMS. Unified messaging.
• eSpace Mobile UC and HD Clients. iOS and Android support.
• eSpace VTM Remote Bank Solution. Virtual teller machine.
• eSight UC&C. Unified management solution.
The following features and benefits are found in Huawei's newest UC&C solutions and
applications:
• eSpace Mobile UC. Four-in-one mobile client for smartphones or tablets supports VoIP,
IM, video, and conferencing, with a consistent user experience.
• Convergent Conference. Covering office, meeting room, and mobile scenarios for
multi-endpoint, cross-regional collaborations, users switch from simple IM and voice to
multimodal conferences with a single click. Users can view any part of the desktop share
no matter which part the presenter is demonstrating.

• eSpace VTM Remote Bank Solution. The eSpace VTM Remote Bank provides remote
counter services by leveraging HD video, remote collaboration, service push, electronic
signature, and biometrics. Many banks in China are using the Huawei eSpace VTM
solution (e.g., Bank of China, Bank of Kunlun, and Bank of Lanzhou).
• TE30 HD Video Conferencing System. Launched in 2013, the TE30 system uses 50%
less network bandwidth than the current average using Huawei's patented Video Motion
Enhancement (VME) and H.264 High Profile (HP) video encoders to deliver 1080p/512
Kbits/s and 720p/384 Kbits/s video. TE30's all-in-one design integrates the microphone
and camera with the necessary codecs and software. It supports automatic configuration
via USB, and is Wi-Fi enabled for connectivity with microphone arrays, touchscreen
tablets, and other endpoints.
• All-in-One UC Solution for SMBs. When SMBs consider deploying IT infrastructure,
they look for products that are inexpensive, intuitive, and versatile. Huawei's All-in-One
UC solution for the SMB market features the U2980 Server that supports the following
functionality:
1) Gateway. For trunk access, media resources, and call routing
2) IP communications. For voice and video telephony
3) UC appliance. For IM/chat, user/team collaboration, and mobile applications

Opportunities/Challenges
IDC sees opportunities and challenges as Huawei establishes a worldwide UC&C
portfolio.
● Opportunities
• Reaching to a broader market through thought leadership and innovative UC&C
solutions. Directed to enterprise customers, Huawei has the opportunity to target midmarket and small businesses with its IT and UC&C offerings. Huawei's Enterprise Global
Competency Center, 20 R&D centers, 20+ joint innovation centers, and 36 training centers
worldwide positively impact the company's thought leadership in a competitive market.
● Challenges
• Building brand awareness in the UC&C market. Lack of brand awareness in Europe
and North America highlight the need for continued development of Huawei's global and
regional channels and partners.
• Establishing UC&C leadership across geographies. The primary focus of Huawei is
China and other Asian markets, and Huawei's current geographic footprint could limit the
ultimate uptake rate, despite the company's broad and innovative UC&C product portfolio.

Conclusion
Organizations looking to deploy new UC&C solutions need to look closely at how the
technology is enabling new communications and collaborative applications, both short and
long term. While basic UC&C infrastructure struggles to generate investment excitement
within organizations, new end-user applications can and will inspire change. Even if you
are not UC&C ready, the prospect of having to rapidly introduce new applications should
factor heavily in all future infrastructure decisions. Also, all business cases for UC&C
must include a mix of IT and business benefits. Huawei's broad portfolio of UC&C
solutions, products, and applications is evolving to meet both the IT and business demands
of the company's growing customer base.▲

Organizations looking to
deploy new UC&C solutions
need to look closely at how
the technology is enabling
new communications and
collaborative applications,
both short and long term.
Even if you are not UC&C
ready, the prospect of
having to rapidly introduce
new applications should
factor heavily in all future
infrastructure decisions. >>
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Make the World Your Office
| Sponsored story from BBC

In the next
few years, a
technological
leap in video
communication
is about to
change the way
we interact, work
and live our
lives. >>

I

t could be as simple as negotiating an elaborate deal with a businessman – even when you are sitting in an
office on the other side of the world. Or it could be as complex as a hospital's chief cardiologist making
final checks before surgery – for a patient lying in an isolated village 500 miles away. Or it could be as
personal as making sure you see your children when they get home from school – even though you are in a
different time zone.

Huawei's strategy focuses on close cooperation
and integration with partners to deliver a range of
customer-centric ICT solutions and services that
are based on an understanding of customer needs.
We offer a portfolio of ICT solutions that cater to
global vertical industry and enterprise customers
across government and public sector, finance, transportation, energy, large enterprises and SMEs.
In the next few years, a technological leap in
video communication is about to change the way we
interact, work and live our lives.
Software such as Skype – which boasted 299

million users in June 2013 – and Apple's FaceTime
have already transformed personal relationships,
meaning that families and friends can stay in touch
from anywhere in the world.
But now teleconferencing – and its modern
appellation, telepresence – is beginning to change
our professional lives, too.

Working Remotely
The last few years have already seen a sharp rise in
"remote working" – employees working from home.
According to a 2012 Ipsos/Reuters poll, around one

in five people in the world frequently
"telecommute" to work, and nearly 10%
work remotely from home every day.
Meanwhile, companies expanding
around the globe face pressure from
shareholders and regulators to minimise
staff travel between offices for meetings,
enabling more energy-efficient choices and
reducing expenses.
A proliferation of better-quality, costeffective technology addresses this need.
The TP3200 video conferencing system for
example, was recently launched by communications technology provider Huawei
Enterprise. It is designed especially for
group meetings and uses a specialised
image-processing device – a so-called cooptical centre camera – to provide the
world's first panoramic telepresence system.
"HD (high-definition)-resolution cameras and reliable broadband connectivity have vastly improved the teleconferencing experience," says Jack He Liang,
video conferencing director at the firm.
"More people, and more employers, are
beginning to see the benefits of video
communication."
"Not only can it reduce costs, improve
efficiency and save on human resources,
but video conferencing also makes it
easier to convey your idea. When you can
communicate with your eyes and face, both
sides [of the meeting] feel more confident."
Teleconferencing no longer requires
participants to submit to a fixed system of
technical standards. Instead, many systems
now utilise what is called BYOD.
"It's short for 'Bring Your Own Device,'"
says He Liang. "The system recognises
that many workers already own tablets,
smartphones and laptops with cameras –
and integrates them."
The result is a step change in how we
see, and carry out, our jobs.

HD-resolution cameras
and reliable broadband
connectivity have
vastly improved the
teleconferencing
experience. More
people, and more
employers, are
beginning to see the
benefits of video
communication. >>

So it is little surprise that global businesses are expected to spend $3.75bn
(£2.3bn) on videoconferencing technology by 2016. Smart 2020, a study
commissioned by the Global e-Sustainability Initiative, (a programme launched in
2001 to promote sustainable development
in the ICT sector), found that US and
UK businesses can save almost $19bn
(£11.7bn) as a result of deploying 10,000
telepresence units by 2020.
By cancelling the need for long- and
short-haul executive flights between
offices, the same study suggested that
teleconferencing technology and other
virtual tools could reduce global annual
greenhouse gas emissions by 15% by the
year 2020.
But that is just the start. The next generation of video telepresence systems aims
to fit even more seamlessly into our lives –
by adding realistic 3D capabilities.

The Third Dimension
The technology, known as holographic
telepresence, is more Star Trek than staff
meeting. Instead of a flat screen, a threedimensional moving image of a user is
reproduced at each meeting location.
Currently the effect is not a true hologram. The technology company Musion,
based in the UK, adapts an illusion commonly used in theatres and theme parks
known as the Pepper's ghost effect. An HD
projector illuminates a thin, effectively invisible, sheet-like "foil" from a 45-degree
angle, creating a 3D image almost indistinguishable from an actual person. The
Musion TelePresence system can now
transmit full-sized people and objects in
real-time "without any significant delay in
communication," the company says.
The system achieved a Guinness World
Record in 2012 by helping Indian politician Narendra Modi deliver a 55-
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minute campaign speech to audiences in 53 different locations
simultaneously. And in the entertainment world, Musion was one
of three companies credited for digitally resurrecting rapper Tupac
Shakur onstage at the 2012 Coachella festival.
But true holograms might not be far away. Leia Display System
is currently working on an alternative technology. The Polish
company has built a holographic room, measuring 3m (10ft) by
2.5m (8ft), which uses laser projectors to beam 3D images onto a
thin cloud of water vapour – providing not only a giant 3D multitouch screen, but also the ability to walk through the images and
see them from any point of view.
Holographic telepresence like this has obvious potential
beyond from the business world. Healthcare is already being
revolutionised by telemedicine, allowing patients to be treated
remotely, whether in isolated areas or on a distant battlefield.
Hologram technology could also see advances in areas like
education, enhanced movies, television programming, advertising,

Teleconferencing technology
and other virtual tools
could reduce global annual
greenhouse gas emissions
by 15% by the year 2020.
That is just the start. The
next generation of video
telepresence systems aims to
fit even more seamlessly into
our lives – by adding realistic
3D capabilities. >>

Hologram technology could also see
advances in areas like education,
enhanced movies, television
programming, advertising, gaming, 3D
mapping, aerospace navigation, and
robot control. >>

gaming, 3D mapping, aerospace navigation, and robot control.
Still other improvements could be imminent. The Massachusetts
Institute of Technology (MIT) in the US is examining how
physical surfaces can be manipulated by gestures, with objects
being resized, reshaped or moved remotely by people thousands
of miles away. This offers the potential for virtual offices, where
hundreds or even thousands of people could collaborate on a
product without ever touching it.
Researchers at the University of Tokyo are also working on
adding haptic feedback (vibrations, for example) to holographic
projections by using ultrasound waves. A user can touch and
interact with a hologram and receive tactile responses as if the
holographic object were real.
In an IBM survey of 3,000 researchers, respondents named
holographic video calls as one of the five technologies they expect
to see in place by 2015.
There are obstacles to using these technologies, of course. Not
least is the cost of holographic technology: Musion currently rents
its system for around $65,000 (£40,000). Live telepresence also
needs a fast, direct connection of 10-20 megabytes per second
(Mbps), as the recordings are of higher quality.
"But thanks to 4G and LTE networks – and 5G coming soon –
bandwidth is no longer a problem," says Huawei Enterprise's He
Liang.
"Telepresence will mean that we don't have to work in an
office," he explains. "That we don't have to travel miles to be
treated by a doctor, that we can interact with our families from a
different country. It will begin to change the world we live in."▲
(http://www.bbc.com/future/sponsored/story/20131218-what-ittakes)
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Unified Communications
and the API Economy
| By Francis Kurupacheril, Senior Manager, Product Management, Unified Communications and Analyst Relations,
Huawei Technologies, Inc.

Francis
Kurupacheril

The Unified
Communications
(UC) market has
been affected by
several trends
that are redefining
how vendors
make, deliver,
sell, and deploy
UC solutions.
However, none
is having a more
dramatic impact
than the opening
of consumer
platforms in
ways that allow
developers
to extend
their original
functionality,
so that they
can quickly
build custom
applications for
operators and
end-users. >>

he Unified Communications (UC) market has been affected by several game-changing trends that are
redefining how vendors not only make and deliver UC solutions, but also affect how these solutions are
sold and deployed. However, none of these trends is having a more dramatic impact than the opening of
consumer platforms in ways that allow developers to extend their original functionality. The easy accessibility of
open UC platforms is the ability to quickly build custom applications for operators and end-users.

T

How is it expected that open systems will
affect the progress of the UC marketplace? Even
though UC has had its roots in voice, telephony,
and hardware-based solutions, almost all of the
current vendors have converted their architectures
to support the deployment of independent implementations, be they off-the-shelf x86 packages,
virtualized platforms in the cloud, or as embedded
appliances. This transition to a software-based
model is, in part, fueled by the exponential leaps
in computing power that the x86 chipset is able to

deliver in commodity hardware. Ample raw power
has led to an era of "software boxing" for the various
components that make up the UC suite, including
the compartmentalization of infrastructure-level
functionality across different applications.

Easy to Build Custom Applications
From a customer's perspective, not only are they
able to implement all the vendor-selected nuts, bolts,
bells and whistles, but, as needed, they can also take
advantage of the open Application Programmers

Interface (API) to customize their infrastructure.
Today, it is common to find call control APIs, Bring
Your Own Device (BYOD) APIs, and other client
APIs to implement these end-user specified tasks.
What was generally closed and available only to the
vendor engineers to code their proprietary layers
has become exposed to allow customers, Integrated
System Vendors (ISVs), and Value Added Resellers (VARs) in the downstream channel to
exploit and customize their UC resources as
needed. This product-uplift process has become a
degree more simple and easier with the advent of
Unified-Communications-as-a-Service (UCaaS)
deployments and solutions where the customer
cloud is available 24/7 to quickly implement a route
point application, customer support tool, or Voice
over Internet Protocol (VoIP) call-flow policy.

Shifting in the Thought Process of
Viewing UC Suites
From a vendor's perspective, there is urgency
for products to be open and extensible. With the
need to support the discretion of each customer
to implement their basic business model and
operating procedures in their enterprise software
stack, with or without channel partners able to
support custom cloud deployments, vendors
are coming to the conclusion that open UC architectures are the most beneficial platform for
themselves and customers, alike. End-user IT
departments prefer the options provided by the
autonomous ability to create applications on an ad
hoc basis without need for expensive support and
costly intermediaries.
Vendors also are indirectly pushed towards
developing solutions that can be implemented
on agnostic platforms. It allows them to address
different markets with different needs, depending
on the technical and management expertise available. For example, embedded appliances may still
be popular in developing nations due to security
and ownership concerns, whereas software and
cloud solutions may be growing in popularity in
the developed economies due to greater familiarity
with early adoption of advanced application
capabilities.

Finally, for UC vendors, there has to be a shift
in the thought process of viewing UC suites.
As opposed to the common understanding that
voice falls into the Public Switched Telephone
Network (PSTN)/T1 line/telephony perspective,
the UC suite is also just another data application.
It may have the ability to communicate with the
PSTN via Session Initiation Protocol (SIP) trunks,
etcetera, but it is not necessary. UC will possess
the ability to integrate with, and communicate
between other applications in the IT suite as
the fundamental communication substrate. In
other words, UC becomes another common IT
application driving data usage as opposed to
following the usual IT paradigm of separating
voice and data.
All of the above mentioned changes are due to
the rapid advance of expectations in the enterprise
arena to support new modes of deployment and
support for UC. It's not just the VARs, partners,
and ISV distributors who want to have access to
the core functionality to custom fit the software to
meet customer needs, it is also the end customers
themselves who expect the ability to quickly write
and release new applications. With the advent
of strong developer communities and large and
small Software-as-a-Service (SaaS), Platform-asa-Service (PaaS), and Infrastructure-as-a-Service
(IaaS) companies providing the ability to extend
their applications, custom communication solution
vendors are also under pressure to build and
support platform independent infrastructures to
provide similar outcomes.
In the final analysis, vendors will be best
positioned if they follow due diligence on the
types of extensibility that they would like to
expose to the third-party developer community
via APIs and Software Development Kits
(SDK) and plugins to the UC solution. Vendorexposed capabilities may be removed or replaced
depending on the markets and the adoption or
replacement rates of the end-user IT departments.
This is an interesting and game-changing period
in the UC space, and it remains to be seen which
vendors can deliver truly open UC suites in tune
with the times.▲

With the advent of
strong developer
communities and
large and small
SaaS, PaaS, and
IaaS companies
providing the ability
to extend their
applications, custom
communication
solution vendors are
also under pressure
to build and support
platform independent
infrastructures to
provide similar
outcomes. >>
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All-Media Integration for
Next-Generation Contact Centers
| By Michael Shao, Product Planning Expert, UC&C Product Line, Huawei Enterprise Business Group

Michael Shao

A key component
of nextgeneration
contact centers
is the integration
of multiple
media channels
to increase
the efficiency
of marketing
services for
enhanced
customer
satisfaction. >>

A

dvancing the design of enterprise contact centers includes the integration of all available media types
into a single solution. The benefit of developing multi-channel "all-media" platforms is the capability
to serve the internal and external goals of increasing service efficiency and enhancing customer
satisfaction.
Modern contact centers are an important bridge
between enterprises and their customers. One of
the big challenges is building contact centers that
meet the habits of the customer with the fewest
steps to resolution. Providing a wide variety of
communication channels through which your customers are able to reach you is an essential feature of
any new-build enterprise contact center.
Swipe and click user interfaces might be normal
and familiar for one demographic group, while

voice or text may be exclusive to one or more other
groups. There are customers who will wish to reach
you only by telephone. There are others for whom a
screen-sharing session with remote navigation is the
appropriate helping hand.
A 2013 report by Frost & Sullivan predicts that
newly built enterprise contact centers are aggressively incorporating an increasing variety of communication modes and web service applications.
According to the report, the rate of contact center

access via social media is predicted to increase
by 38% in years immediately ahead. Mobile
(+30%), web collaboration (+24%), and video
(+15%) channels complete the baseline picture for
the rates that Internet technologies are redefining
the access path for one-to-one communication
between company and customer.
Two of the compelling features in favor of
supporting intelligent mobile applications and
social media interactions in the enterprise contact
center are:
• Real-time and non-real-time communications
are optimized in ways that respect people's limited
time and attention.
• The unification of all-media into a single
environment – text, audio, video, interaction,
location information, web chat, online messaging,
and Wiki forums et al. – provides an optimal
platform for achieving maximum communication
and service process efficiencies.
A common challenge for enterprises is to capitalize
on the construction and delivery of marketing and
service environments that favor simple business
expansion.

Principles for Realizing All-Media
Integration
The construction of integrated, all-media contact
centers must adhere to the following principles:
● Multi-channel Interaction
Planning to meet the requirements for many specific customer groups is an essential component
for the deployment of multimedia contact center
platforms. Enterprises must formulate many unique combinations of service types and media
channels to meet the needs of their customers.
As an example, elderly customers for automobile
insurance or financial management consultation
may prefer telephones over the Internet for
accessing a contact center. Or, the conclusion that
web-based messaging and e-commerce are the best
fit for younger customers in the travel industry.
A big challenge for enterprises is to match the
media types to the appropriate services, and to
recognize that any additional upfront costs can be
made up with increased revenues over a larger,

more diverse baseline of
customers and markets.
● Optimal Service Process
With integrated service interaction channels, enterprises
are better able to improve service handling efficiency and
solve customer problems.
When designing its end-to-end
service processes, enterprises
must make best advantage of
each channel by answering
the following questions: What
services do customers need?
What problems do customers
encounter during a contact
center session? From where
do customers seek help after
The construction of
first encountering a problem?
integrated, all-media
How do customers find the
contact centers must
specialists who are able to
adhere to the following
solve their problems?
principles: 1) Multi● One-stop Services
channel interaction;
Enterprises able to provide one2) Optimal service
stop customer service have a
process; 3) One-stop
powerful loyalty and marketing
services. >>
development tool. In all cases,
the goal is to avoid situations
where customers are switched
between agents or made to repeat their questions.
The following service scenarios are based on
the preceding three principles:
● One-stop Online Shopping
E-commerce offers customers more convenient
shopping options and introduces a variety of new
problems. Behind the scenes are complicated
service calculations (i.e., insurance products), incompatible software, changing commodity prices,
and transactions and refunds to be processed. In
all cases, customers prefer that their problems be
solved immediately.
Advantages of a online, one-stop shopping
solution include the ability for web agents to
suggest alternate products, support software installations, or screen share a customer's desktop to
help answer the question or solve the dilemma. A
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An enterprise must
be equipped with
the following four
capabilities in
order to achieve
an integrated, allmedia contact
center: 1) Unified
user information
center; 2) Unified
queuing, routing,
and service handling
across all media
channels; 3) End-toend media access; 4)
Scalable new media
integration. >>

Focus

Focus

20

unified multimedia platform enhances efficiency
by allowing customers to switch between interaction channels without interruption.
● Remote Automobile Collision
Investigations and Insurance Claims
Broadband mobile media presents an opportunity
to upend the standard procedure for on-site
investigations by insurance claims adjustors. The
application of a remote investigation and claims
solution enables car owners to initiate accident
reports by smart phone while still on the scene.
Photos, video feeds, GPS location data, and documentation can all be uploaded directly and
immediately. A remote claims solution such as
this has the potential to save enormous amounts of
time for everybody involved.

Four Necessary Capabilities
An enterprise must be equipped with the following
four capabilities in order to achieve an integrated,
all-media contact center:
● Unified User Information Center
The ability to access multiple channels of information from a unified interface is essential for
successful contact center outcomes. By filtering
and analysis, contextually relevant information
– user information, communication modes, and
historical records – can be stored centrally, and
shared across channels. The result is a better understanding by the enterprise for the purpose of
providing consistent services and delivering appropriately targeted marketing messages.
● Unified Queuing, Routing, and Service
Handling Across all Media Channels
Well-trained, well-equipped agents are an
essential component for providing consistent,
one-stop service access across media channels.
The system must accurately identify interactions
by channel type, queue service requests from
all interaction channels in a unified way, and
route the requests to the most appropriate agent.
The agent desktop must support the entire allmedia process, including voice and video calls,
email, SMS and micro-messaging (i.e. Twitter
or WeChat by Tencent), web chats, and social
networking.

● End-to-End Media Access, Quality
Inspection, Monitoring, and Reporting
Integrated end-to-end capabilities must enable
systematic planning, adjustment, and optimization
of contact center operations in the service of
delivering a superior user experience.
● Scalable New Media Integration
The continuous development of mobile communication and Internet technologies requires
that contact centers are highly scalable in order
to connect, route, process service requests, and
monitor new media channels without the need
to construct new or independent systems. For
example, in a system built with scalability in
mind, the addition of a new interaction mode may
be set up by adding a new media access gateway
and setting scripts to implement unified queue and
routing of service requests to compatible desktops.
These four capabilities help ensure service
continuity and consistency across all media channels, improve service handling efficiency, enhance
customer satisfaction, and achieve win-win
outcomes between an enterprise and its customers.

Huawei Contact Center Solution
The Huawei Contact Center solution supports
traditional media channels (voice call, fax, and
email) and also new media channels (social media,
HD video call, instant message, online customer
service, and mobile applications).
In addition, the Huawei Contact Center solution
achieves unified queuing and routing, quality
inspection, and monitoring and reporting services.
● Online Services
Users encountering problems with an online
experience can seek help through a variety of
one-stop service channels, including intelligent
navigation, text chat, file transfer, video-based
customer service, Click-to-Dial (CTD), callback
automation, and remote desktop collaboration.
● End-to-End and Operational Social Media
Service and Marketing Platform
Social Networking Services (SNS) feature rapid
transmission, wide coverage, and significant
influence on user lifestyles. Huawei's social media

The Huawei
Contact Center
solution supports
traditional media
channels and
also new media
channels. In
addition, the
solution achieves
unified queuing
and routing,
quality inspection,
and monitoring
and reporting
services. >>

service and marketing platform can search and
classify microblogs from mainstream SNSs (i.e.,
Facebook, Twitter, Sina Weibo, and Tencent)
by keyword, then route them to agents based on
scores. The result is an input filter that enables
quick responses to user problems, and directs
targeted messages to high-value users.
● Micro-Messaging-Based Customer
Service
Characterized by wide coverage, cross-terminal
access, and low cost targeted marketing, the
Huawei Contact Center solution integrates a
micro-messaging platform that provides attendant-based and automated response services
that incorporate text, graphic, video, and audio
interaction.
● HD Video Contact Center
Huawei has taken the industry lead in offering
a video contact solution that simplifies service
handling, reduces service handling durations, and
elevates customer satisfaction. In the banking
sector, the use of remote face-to-face counter

services is able to replace 90% of over-thecounter services. This efficiency factor has a
direct, positive impact on facility lease and labor
costs.
● Highly Efficient Professional Services
by Agents
The Huawei Contact Center solution supports
a variety of collaboration functions between
users, general agents, and expert agents, such as
desktop sharing, escorted browsing, multi-party
video conferences, remote video playback, call
transfer, and file transfer.
Huawei is dedicated to providing enterprise
customers with an end-to-end multimedia contact center solution that features high levels of
integration, reliability, and compatibility. Utilizing the latest ICT technologies, Huawei
invests 20% of its annual revenue in research
and development that includes contact center
solutions, and cooperates with channel partners
and value-added resellers to design and deliver
state-of-the-art all-media contact centers.▲
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Video Conferencing Reaches
New Level of Accessibility

Mic: 6-Meter Voice Pickup

| By Aric Duan, Brand Manager of UC&C Marketing Execution Dept., Huawei Enterprise Business Group

Aric Duan

Modern video
conferencing
solutions are
meeting the
challenge to
better serve
customer
needs. >>

Camera: 12x Optical Zoom

E

nterprises of all sizes are installing video conferencing systems to gain the competitive advantages
of having a multi-mode communication platform that streamlines communication and optimizes
teamwork.

At the leading edge of development, Huawei has
unveiled the TE30, an integrated and intelligent video
conferencing endpoint. The TE30 features excellent
user experience design, a simplified user interface
design, and high-definition video communication via
the Internet. Video conferencing is now as simple as
watching TV.

Easy to Deploy
Traditional video conferencing systems suffer from
installation and configuration complexities, and
can be deployed and commissioned only by the "IT
guys." In addition, complex cable connections may

lead to unexpected faults and high maintenance
costs.
According to IDC market research, the top two
factors slowing companies from adopting video
conferencing systems are high investment and
Operations and Maintenance (O&M) costs. Frost &
Sullivan reports that the complexity of deployment
is fourth on the list of roadblocks affecting video
conferencing construction.
The Huawei TE30 offers an effective solution to
these challenges.
The all-in-one design packages the microphone
and camera with the necessary codec and software.

HD Codec: 1080P

Status Display: LCD

Huawei TE30: Integrated and intelligent video conferencing endpoint
The combination of Wi-Fi and USB-enabled
automatic configuration establishes Internet and
local resource connectivity, such as microphone
arrays, touchscreen tablets, and other endpoints,
in minutes. The TE30 substantially reduces cable
connections, installation complexities, fault
risks, and maintenance costs.

Easy to Use
Enterprise employees have increasing opportunities to focus on simple, intelligent products, and enterprise administrators are increasingly willing to invest in platforms and solutions that save their company money. Ease of use
is a countervailing factor to increased training
costs.
Complex video conferencing has scared users
toward emails, phones, and instant messaging
systems, further minimizing the value of video
conferencing systems.
A key goal of the TE30 enterprise video
conferencing platforms is the simplification of
the user experience to the point where users are
able to understand the product's functionality
from the very first touch. For example, the TE30
voice dialing function allows users to efficiently
add end-points, join conferences, and place voice
or video calls with a single click.

Built in Intelligence
We all know that traditional video conferencing
systems devour network bandwidth. The TE30
leverages Huawei's proprietary Video Motion
Enhancement (VME) and H.264 High Profile
(HP) video encoding technologies to deliver
1080p video using 512 Kbits/s, about 50% less
bandwidth compared to previous generation
products.
Additionally, the TE30 uses H.264 Scalable
Video Coding (SVC) and Huawei's proprietary
Super Error Concealment (SEC) technologies.
Together, SVC and SEC reduce packet loss by
a factor of two and ensure high voice and video
quality even with as much as a 20% packet loss
rate.
Feedback from the global market shows
strong support for the TE30's good reputation.
The advantages of all-in-one design, easy deployment, and simple user-interface are all
clearly recognized by our channel partners.
As of December 2013, over 4,500 TE30s have
been deployed in nearly 50 countries, including
China, US, the UK, France, Japan, Singapore,
and Hong Kong. The TE30 has been adopted
by an impressive array of industries, including
government, finance, electric power generation,
and retail.▲

The TE30 features
excellent user
experience design,
a simplified user
interface design, and
high-definition video
communication via
the Internet. Video
conferencing is now as
simple as watching
TV. >>
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Convergent Conferencing for
Enterprise Communication
and Collaboration
Xiaobiao Su

| By Xiaobiao Su, Senior Product Marketing Manager, UC&C Product Line, Huawei Enterprise Business Group
David Wu, Product Marketing Manager, UC&C Product Line, Huawei Enterprise Business Group

A

s global economic integration and enterprise IT continue their development momentum, it is
inevitable that enterprises globalize their business and cooperate openly. Against this backdrop,
highly efficient communication and collaboration systems are necessary for enterprises to maintain
stable operations and drive growth.

New Issues and Challenges

David Wu

In response to
the enormous
communication
and collaboration
challenges faced
by the modern
enterprise,
Huawei has
taken the lead
in announcing
a "convergent
conference"
concept. >>

"Every year, our travel and telephone costs for collaboration and training amount to tens of millions of RMB.
Our need for an efficient, remote communication and collaboration system could not be higher. Our goals are
simple and straightforward: to reduce costs, improve work efficiency, and expand our business."
– Operations Improvement Manager for large, Guangdong-based state-owned enterprise

It is expected that enterprise business
developments will expand technical and/
or market boundaries. It is common
for business expansion to result in the
frequent transfer of employees and the
establishment of regional branch offices
for the company. It is under these exact
conditions that enterprises are obligated
to ensure the most efficient and costeffective communications available.
As enterprises expand, their organizational structures will change accordingly. In particular, large enterprises are
tending to develop matrix-based internal
structures. The result, as virtual teams
spread across an enterprise and their
members begin to work in different geographic regions, is that business trips and
international assignments increase, which
in turn increases operating costs and
fragments conversations.
Myriad internal and external interactions within a modern enterprise include
employee and customer training, technical
support, and product demonstrations. If
carried out traditionally as face-to-face
business trips and international reassignments, the expenses have nowhere to go
but up.
The open question is how to optimize
patterns of communication and collaboration to reduce costs and maintain the
fidelity of personal interactions?
Recognizing the advantages of enhanced communication and collaboration, enterprises are increasing their
investment in contemporary Unified
Communications (UC) solutions that integrate audio, video, computer, mobile
client, conference, and instant message
(IM) functions.

Convergent Conference
Solution
Guided by the concept of "convergent
conferencing," Huawei is proactively

Recognizing the
advantages of enhanced
communication
and collaboration,
enterprises are increasing
their investment in
contemporary Unified
Communications (UC)
solutions that integrate
audio, video, computer,
mobile client, conference,
and instant message (IM)
functions. >>

integrating its High Definition (HD)
video, Video Conferencing (VC), and
UC products to form a first-of-its-kind
solution in the industry. Users can join
high-quality, multimedia conferences
using a wide array of terminals anytime,
anywhere.
Huawei's convergent conference solution implements service convergence at
the following three layers:
• Media Layer: Allows users to initiate
and join multimedia conferences with
audio, video, and data collaboration functions at any time, from any place.
• User Experience Layer: Allows
desktop, telepresence end-points, and
mobile users to join the same multimedia
conference.
• Application Layer: Integrates
groupware systems such as Microsoft
Outlook® and IBM® Notes®, and opens
a large number of interfaces for easily
interaction with third-party application
systems, such as Short Message Service
(SMS) or Office Automation (OA) systems.
The Huawei convergent conference

25

Focus

Focus

26

Huawei's convergent conference solution is open
to a wide array of industry-specific, third-party interfaces, including remote decision-making solutions for
governments, remote consultation for medical organizations, enterprise office collaboration, and remote
training for education.▲

The Huawei convergent conference solution features
a highly secure, stable platform backed by enterprisegrade O&M plans and services. The solution utilizes a
(25% to 800%) vector scaling technology that presents
quality high-definition images from a wide variety of
sources at a 50 Kbits/s minimum bandwidth. >>

solution features a highly secure, stable
platform backed by enterprise-grade Operation
and Maintenance (O&M) plans and services.
Our solution utilizes a (25% to 800%) vector
scaling technology that presents quality highdefinition images from a wide variety of
sources at a 50 Kbits/s minimum bandwidth.
Huawei's convergent conference solution
incorporates the following features:
● One-stop Conference Scheduling
The system automatically recognizes the
conference type (i.e., telepresence, UC, or
convergent) as selected by the scheduler.
The system allows users to schedule virtual
and physical conference sites on the same
interface.
● Multi-Channel Conference
Notifications
Conference notifications can be sent to participants through a variety of channels,
such as Outlook emails, soft terminals, and
mobile phone SMS messages. The system
automatically pushes conference information
to the Outlook calendar and conference list.
Alerts can be pushed onto user devices several
minutes before a conference starts.

● Simple Conference Access
Users of telepresence terminals are able to
join conferences through the conference list.
UC soft terminal users can join conferences
by clicking links embedded in notification
emails, or clicking the conference list. These
direct links free users from having to manually
enter conference IDs or passwords.
● Intelligent Conference Control
The maximum number of conference participants can be dynamically adjusted. Data
sharing controls allow users to zoom in or out
of images (25% to 800%), without distortion.
● Personal Conference Management
Space
Conference logs can be displayed on a timeline to help users better manage their time and
resources.
A wide diversity of terminal types, including analog phones, PCs, tablets, IP
phones, mobile phones, and telepresence
terminals, can join any conference at any
time from any place. The system is built to
ensure a consistent user experience and highly
efficient platform for communication and
collaboration.

Application of the Convergent
Conference Solution Inside Huawei
At present, Huawei's
own convergent
conference system
supports 135,000
call conferences,
6,500 video
conferences, and
over 500 virtual
remote training
sessions each
month. In 2012,
it helped Huawei
save nearly
US$472 million
and enhanced
communication
and collaboration
efficiency by over
30%. >>

The Huawei convergent conference solution has
been adopted by many customers inside and outside
China, such as Karamay Health Bureau, Shandong
Tobacco, Beijing Supreme Court, China National
Petroleum Corporation (CNPC), NSW Ambulance
in Australia, RDSO in India, and Senegal Information Agency, though the largest deployment in
terms of scale and user base is within Huawei itself.
With over 150,000 employees in 110 offices
around the world, and an average of 2,000 employees traveling daily between 140 countries,
Huawei spends billions of US dollars on communication, collaboration, conferencing, and training
activities every year.
At present, Huawei's own convergent conference
system supports 135,000 call conferences, 6,500
video conferences, and over 500 virtual remote
training sessions each month. According to
Huawei's internal statistics, in 2012, the convergent
conference system helped Huawei save nearly
US$472 million and enhanced communication and
collaboration efficiency by over 30%.
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Maximum UC Value through
Open Systems Integration
| By Joe Jia, Product Marketing Manager, UC&C Product Line, Huawei Enterprise Business Group

UC Improves Business Processes
Joe Jia

Unified
Communication
systems conquer
the challenge
of integrating
devices from
multiple vendors
to realize
comprehensive
solutions, protect
investments,
and improve
operating
efficiencies. >>

"The amazing part of UC capabilities, once integrated into our business processes, are the great improvements
in our operating efficiency."
– Information Center Director for large, state-owned Chinese bank
How is it possible to integrate devices from
multiple vendors into a comprehensive solution that
protects legacy office systems and business process
investments of medium and large-sized enterprises?
● Open Platform
Unified Communications (UC) is not only an innovative technology, it is a complete solution that
combines a wide array of products and technologies.
Technically-speaking, UC incorporates a wide
number of Communication and Information Technologies (CT and IT), including Time Division
Multiplexing (TDM), Voice over IP (VoIP), video,
instant messaging, Internet, mobile communication,
multimedia conferencing, and network security. UC
product portfolios include IP phones, PC clients,
mobile phones, tablets, IP Private Branch eXchanges
(IP PBXs), voice gateways, Unified Messaging
Systems (UMSs), Presence-Group-Message (PGM)
servers, multimedia conference servers, recording
servers, and billing servers. It is safe to say UC is
quite a comprehensive ICT solution.
No single vendor can independently provide all
required products to deliver complicated solutions.
It requires the efforts of multiple vendors to achieve
the UC solution. Consequently, UC platforms
must be highly open in order to integrate products
from multiple vendors and meet diversified communication requirements.
● System Compatibility
Before deploying a UC system, enterprises already
have many devices running on the Intranet, such as
TDM- or IP-based PBXs, voice gateways, analog
or IP phones, audio conferencing terminals, and
video conferencing terminals. The UC system will

No single vendor
can independently
provide all required
products to deliver
complicated
solutions. It requires
the efforts of multiple
vendors to achieve
the UC solution.
Consequently, UC
platforms must be
highly open and
meet diversified
communication
requirements. >>

face innumerable compatibility requirements in
order to maximize the integration of existing assets.
Because existing devices are undoubtedly sourced
from multiple vendors, they have different software/
hardware interfaces, and use a variety of protocols.
For example, to interwork with a typical PBX in
use, the UC system must support FXS/FXO analog
ports, E1/T1 digital interfaces, FE/GE broadband
interfaces, AT0 analog trunk signaling, PRI, R2, SS7
digital trunk signaling, and H.323/SIP protocols.
● Business Process Integration
The value of a UC system – enriched communications at a lower cost – is realized by the seamless
integration of major enterprise systems such as
Office Automation (OA), Customer Relationship
Management (CRM), and Enterprise Resource
Planning (ERP) in ways that promote service transformation and increase management efficiency.
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Huawei's UC Solution
Huawei's UC solution
focuses on the
challenges that
enterprises must
address by providing
an open architecture
compatible with third
party clients, servers,
and solutions. The
solution is continually
being optimized to
meet the diversified
communication
requirements of
customers around the
world. >>

Huawei's UC solution focuses on the
challenges that enterprises must address
by providing an open architecture compatible with third party clients, servers,
and solutions. With deployments in
numerous enterprises both inside and
outside China, Huawei's UC solution is
continually being optimized to meet the
diversified communication requirements
of customers around the world.
● Open Clients
An increasing number of enterprises
are choosing to conduct business activities through the Internet and social
media. Fuel for this trend includes the
preference for employees to use smart
phones and tablets to do their jobs
in addition to desktop computers. To
adapt to this new ecosystem, Huawei's
UC platform provides a series of open,
terminal-specific interfaces that enable
Independent Software Vendors (ISVs)

to perform secondary development
and integration for meeting individual
customer requirements.
For desktop clients, Huawei provides a
set of Software Development Kits (SDKs),
that include Microsoft Component Object
Model (COM) objects, Application
Programming Interfaces (APIs), and other
interface plug-ins. Using these SDKs,
ISVs can easily integrate UC functions –
including audio, video, instant messaging,
telepresence, directory, and multimedia
conferencing – into OA systems.
For example, hotels can improve the
quality of their services by pushing
greetings to their guests onto IP phones
equipped with XML browsers, such as
the 7900-series from either Cisco or
Huawei. Or, OA users can include access
to UC services such as directory contact
search showing user status, or placing
calls with a single click from within
previously unconnected applications.

Installing the Microsoft Outlook plugin will enable enterprise users to view
sender and receiver status in the address
directory, initiate instant messages, create
and manage groups, place voice calls, and
launch multiparty conferences directly
from within Outlook.
Huawei also provides an UC SDK for
the iOS and Android operating systems.
The SDK includes APIs and GUI controls
for integrating rich enterprise UC capabilities into smart phone and tablet clients.
As an example, banks that integrate UC
capabilities into their mobile banking
applications may enable instant messaging,
audio, and video means for direct access
to customer service staff, at any time from
any place.
● Open Servers
Huawei also provides an enterprise SDK
(eSDK) for its UC servers. The eSDK
Server facilitates the integration of enterprise directory, authentication, registration and deregistration, IM, Click to
Conference (CTC), Click to Dial (CTD),
Short Message Service (SMS), Single
Sign-On (SSO), and other server-side
interfaces into IT systems. The result is
that users are able to access a variety of
UC services within the business process
without having to install a separate UC
client.
● Third-Party Interoperability
In addition to UC client and server layer
integration, Huawei attaches great importance to the interoperability of thirdparty systems at the solution layer.
Committed to providing optimal UC
solutions for individual customer requirements, Huawei's third-party interfaces
cover a wide range of functions and
activities, including PBX, telepresence
terminals, Session Border Controllers
(SBCs), recording systems, and service and
dispatch systems. Regression testing has
demonstrated the ability for Huawei's UC

Driven by the spirit of
"Open Integration for
Win-Win Cooperation,"
Huawei continues to
develop highly capable,
open communication
platforms. Our history
of successfully
creating value by
delivering efficient UC
ecosystems shows a
lasting commitment to
meeting the individual
requirements of
enterprise customers
around the world. >>

platform to interconnect with Microsoft
Lync for voice call and conference
functions. The Huawei U1900 series and
U2900 series unified gateways have been
shown to express the full functionality of
the PBX and voice gateways from vendors
that also include Cisco, Avaya, Siemens,
Alcatel, Polycom, ACME, Plantronics, and
Jabra.

Huawei's Extensive UC
Experience
Huawei's UC solution has been widely
applied throughout Huawei itself. In
service to more than 150,000 employees
around the world, the desktop-SDK is
integrated with Microsoft Outlook and
IBM Notes, with web plug-ins having been
integrated into OA systems such as the
W3 intranet. UC servers connect to PBXs
in global branches, and the UC system
interoperates with Huawei's telepresence
system to enable cross-application conferences. Each and every integration formfactor and interconnection is a great help
for improving the communication and
work efficiency throughout the corporation.
Huawei's UC solution is also widely
adopted by companies inside and outside
China. Our customer list includes China
Construction Bank, Shandong Tobacco,
Chongqing Traffic Committee, Fujian Electric Power, Geely Automobile, Shanghai
Baosteel, Hongyuan Securities, Saudi
Aramco, Thailand Customs Department,
and EastWest Banking Corporation in the
Philippines.
Driven by the spirit of "Open Integration
for Win-Win Cooperation," Huawei continues to develop highly capable, open
communication platforms. Our history of
successfully creating value by delivering
efficient UC ecosystems shows a lasting
commitment to meeting the individual requirements of enterprise customers around
the world.▲
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CSI: A New Era for Social Security
Informatization in China
| By Zhipeng Li, ICT Insights Reporter

Yuan Lin
Social security
information expert and
general manager of CSI
Social Security Service
Department

ChinaSoft
International
(CSI) and Huawei
have begun a
close cooperation
in the social
security industry
that is now widely
applied across
global markets.
Together, the
two companies
have developed
innovative
solutions that
combine CSI's
advantages in
services and
applications
with Huawei's
strength in ICT
infrastructures. >>

T

he rapid development of ICT has enabled the integration of previously independent social security
information systems. Such integration brings new ideas, methods, and opportunities for converging
social security data, applications, and communications.

With years of experience in the social security
industry, CSI is now working with Huawei to
develop next-generation social security solutions.
Lin Yuan provides answers to the question of CSI's
plan to leverage cloud computing, big data, mobility,
and other novel ICT technologies to better facilitate
social security informatization.

New Services for New Challenges
ICT Insight: What is social security informatization?
What is its significance and purpose?
Lin Yuan: In China, social security services can
be classified into four parts: social security, talent
management, employment, and labor relationships.
Because social security is closely associated with
every citizen, we need efficient, secure, and reliable
ICT systems to provide better services for the
public. We are employing advanced information
technologies to provide these essential public services and support policy decision-making.
ICT Insight: What is the progress of social security
informatization in China?
Lin Yuan: The progress of social security informatization depends on a combination of industrial
development and adjustments in national social
security administrative systems and policies.
So far, social security informatization in China has
experienced three major stages:
Stage 1, in 2000, some developed regions in
China tested basic systems, including a healthcare
insurance system.
Stage 2, from 2003 to 2012, the Chinese government launched the "Golden Insurance Project."
Progress made during this stage included a large
number of cities implementing their own social

security systems. By the end of 2012, these systems
covered most of China, but were isolated from each
other such that information could not be shared in a
timely manner.
Stage 3, started in 2012, began phase two of the
"Golden Insurance Project," to address a major part in
China's Twelfth Five-Year Plan. The two major tasks
during this phase are the centralization of provinciallevel social security data, and the integration of
multiple services and insurance categories.
Completing these tasks required significant
changes to the system design, software architecture,
management controls, and service processes. These
changes to the system infrastructure presented
ICT application vendors with new opportunities
to facilitate the horizontal exchange of data, provisioning of public services, and construction of
centralized data centers.

Network, Mobility, Big Data, and Cloud
Computing
ICT Insight: What new technologies have accelerated
the informatization of China's social security infrastructure?
Lin Yuan: The key technologies that have enabled
these major changes include advanced networking,
mobility, Big Data, and cloud computing.
First, the development of network technologies
allows real-time information sharing between cities
and regions. This is great progress for individual
citizens, for instance, when someone has moved from
one city to another their social security information
will go with them. Additional features of mature
network technologies include support services such
as information acquisition, premium queries, fee
payments, and benefit collection.

Second, mobile Internet technologies have developed very
Win-Win Cooperation with Huawei
rapidly in recent years, and are now widely applied across the
ICT Insight: What achievements has CSI made in the development
social security industry. For example, users are able to use mobile
of modern social security information systems that is a model for
devices to query information about premiums, benefit collection,
others to follow?
and medical expense reimbursements. It is important that mobile
Lin Yuan: CSI entered the social security industry in 2000, and
phones and other devices use biometric authentication before users
having now successfully delivered a number of provincial-level
are allowed to query their social security information.
projects, such as China's first fully integrated social security
Third, Big Data and cloud computing technologies are
project for Xinjiang Production and Construction Corporation, has
playing an indispensable role in social security
the advantage of experience.
informatization. Government agencies are paying
In addition to service systems, management
great attention to the development of provincial
systems are also a key focus for our business, as
central social security platforms that cover tens,
in the future, supervision, and risk control will
or even hundreds of millions of users. Mature
become crucial factors.
Big Data and cloud computing technologies are
We also expect CSI's success in the smart card
allowing province-level operators to manage
market to be useful for our future service expansion
social security information in a centralized manplans.
The key
ner. A remedy for the fact that the service data
technologies
at municipal data centers is not being instantly
ICT Insight: Please describe the quality and impact
that have
synchronized with the provincial data center is
of CSI's cooperation with Huawei?
accelerated the
for the Ministry of Human Resources and Social
Lin Yuan: CSI and Huawei have developed innoinformatization
Security of the People's Republic of China to
vative solutions by combining CSI's advantages in
of China's
propose a "1+X" development mode in which
services and applications and Huawei's strength in
social security
provincial platforms are comprised of several
ICT infrastructures. We expect that these combined
infrastructure
inter-networked municipal data centers integrated
solutions can be widely applied across global
include advanced
at the application layer. Cloud computing enables
markets.
networking,
the exchange of data among multiple government
mobility, Big
agencies, including industrial and commercial
ICT Insight: As a new market entrant, what is
Data, and cloud
regulation, taxation, and public security departthe difference between Huawei and CSI's other
computing. >>
ments.
hardware partners? What are the unique values that
you see that Huawei is bringing to the industry?
ICT Insight: What is required for vendors to
Lin Yuan: First of all, Huawei is very active and
provide good social security information management solutions?
enjoys considerable influence throughout the industry. During
project implementation, instead of merely providing products,
Lin Yuan: First of all, vendors must understand all aspects of
Huawei has cooperated with us to develop customer-focused
social security services, and to follow the trends of the policies and
solutions. Huawei's outstanding marketing and technical capabilities
services that are constantly changing.
are a great contribution to our own marketing and expansion
Further, we must refer to the experiences of other industries.
initiatives. Also, Huawei's wealth of management experience helps
For example, the finance industry has undertaken a period of rapid
us work more efficiently. As an example, CSI has worked with
information development, where the service data of local banks
Huawei to develop a social security solution for operating systems
has been successfully centralized into provincial and national data
used outside China; based on our application systems, Huawei
centers. It is very helpful to develop successful provincial social
developed a simulation platform that performed interoperability
security platforms by referring to these smaller scale examples.
tests. Over the course of these tests, Huawei provided us detailed
Last, but not least, we need solid project implementation,
weekly reports that listed all detected problems and provided
integration, and migration capabilities for tens or hundreds of
interoperability solutions. This was very instructive for CSI. I
millions of people at the provincial level – including the expestrongly believe that Huawei and CSI are very complementary to
rience of integrating applications and service features from
each other in terms of our technical and managerial philosophies.▲
different developers.
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Zhuhai Electric Power:
World's First TD-LTE Private Network
Makes Power Distribution Smarter
Yuanfeng Huang
Senior Engineer,
Zhuhai Power Supply
Bureau

Zhuhai Electric
Power is
successfully
leveraging
Huawei's
innovative
TD-LTE 4G
technologies
in a variety of
fields to satisfy
the requirements
for distribution
and metering
automation,
including
automated
control, remote
inspection
of power
distribution
equipment,
and emergency
mobile video
backhaul. >>

| By Zhipeng Li, ICT Insights Reporter

W

hile the telecom industry is actively discussing the issue of 4G licenses, Zhuhai Power Supply
Bureau under China Southern Power Grid, also known as Zhuhai Electric Power, has already had
the world's first TD-LTE enterprise wireless private network up and running for more than a year.
Huang Yuanfeng, a senior engineer from Zhuhai Power Supply Bureau, recently gave an interview to ICT
Insights and talked about the project and the trend to deploy smart grids.

ICT Insights: Can you give our readers a brief
introduction on the background and achievements of
the Zhuhai Electric Power TD-LTE project?
Huang Yuanfeng: The TD-LTE initiative is one of
several pilot projects for the China Southern Power
Grid known as "Smart Grid Power Communication
Solution Research Program." Three of the key
pilots include smart dispatch communication, smart
distribution communication, and smart consumption
communication. The TD-LTE project is a pilot for
smart distribution communication. After extensive
technical research throughout 2011, we determined
that TD-LTE 4G would be the best candidate for our
wireless private network.
The pilot was completed in May 2012, and the
network was immediately converted in June 2012
to live operation. The network has since provided a
number of comprehensive services, including automatic distribution, automatic metering, and mobile

video. Now, after more than one year, the network
continues to perform robustly and deliver stable
services.
For the pilot, a single core network and ten
wireless base stations were set up. Currently,
with 55 terminals connected, our network is the
largest installation in the world to meet all of the
requirements for distribution and metering automation. Of the 55 terminals, five are for metering
services, four for fixed video surveillance, and two
for mobile video.

ICT Insights: Why did Zhuhai Electric Power choose
TD-LTE, a new 4G technology?
Huang Yuanfeng: A wireless TD-LTE private
network addresses the problem of communication
access for distribution automation in the most
straightforward possible manner. Optical fibers are a
challenge in urban areas, as there may be no available

cable trenches and new excavations are inherently complicated.
In all cases, Optical cables are expensive to install and maintain
in urban areas. Broadband wireless technologies provide obvious
advantages but, even here, our choices are limited, as the State
Electricity Regulatory Commission and Ministry of Industry and
Information Technology have expressly stipulated that services
like telecommanding must not be provisioned over any public
network. Based on these factors, we decided to build a TD-LTE
private network with Huawei.
This is the first application of TD-LTE by the electric power
industry. Huawei boosts powerful Non-Line-Of-Sight (NLOS)
signal transmission, strong capabilities for resisting natural
disasters, long reach, high bandwidth, and deployments unhindered
by ground line structures. It was critically important for us those
requirements such as automated distribution, metering, video
surveillance, and VoIP could be met by the Huawei solution in
NLOS conditions. TD-LTE has helped improve the power grid's
overall performance and efficiency, and has increased the uptime
metrics for our distribution terminals.

ICT Insights: What challenges did you face during the construction
of the TD-LTE private network?
Huang Yuanfeng: First, as TD-LTE is a cutting-edge technology,
we had no precedent cases to learn from. Even for telecom
carriers, this is a new technology. Second, the grid communication
environment demands high security, reliability, and real-time
performance. Third, a wireless private network must meet
Operation and Maintenance (O&M) requirements for onsite
services.
ICT Insights: What kind of feedback have you received from your
peers in the electric power industry?
Huang Yuanfeng: China Southern Power Grid has publicly praised
this project, including a September 2012 site tour by a deputy
manager. Additionally, we have hosted visits from nine provincial
power grid companies in China, six power grid companies outside
of China, as well as consultation requests from companies in other
industries in the Guangdong region.
ICT Insights: What qualifies a power grid to be called a "smart
grid?"
Huang Yuanfeng: A smart grid integrates four types of technology:
sensor measurement, communication, computer information, and
computer control. The progress of smart grids relies on how a
power company pursues IT enablement and automation.
In a narrow sense, a power grid is "smart" if it uses IT systems
in all links: power generation, transmission, transformation,

As mainstream
communication
technologies develop
further, power
communication is
changing from analog
to digital, from low to
high bandwidth, from
electric to optical
and now wireless
communication.
Over time, the
management,
production, and
marketing of power
grids will increasingly
become IT-based,
automatic, and
smart. >>

distribution, dispatch, and
consumption, including marketing. Broadly, a smart grid
must feature an escalation of
computer control. Though the
definitions, physical structures,
and policies are different in
China versus the United States
or Europe, the general rule is
that IT-enabled management and
automatic control are what all
countries are aiming to achieve.

ICT Insights: What role does
power communication play in a
power grid?
Huang Yuanfeng: Power communication is a service of an
electric power system. In the
beginning, power communication was limited to power dispatch through reliable telephony networks. As electric power
cannot be stored, once generated, the power must be used. This
requires dispatch systems capable of dynamically balancing
production and consumption. Presently, power generation and
consumption information is sent to the power dispatch system
through optical communication channels. With the addition of ITenabled automation, updated power dispatch systems eliminate
the need to assign staff to inspect transformation substations or
perform onsite control. Automated power communication is improving the security, reliability and convenience of network services for the safe production and administration of the entire
power grid.
ICT Insights: Communication technologies have developed greatly
over the past two or three decades. As for power communication,
what changes have been made in technologies, roles, and applications?
Huang Yuanfeng: Power communication is progressing over
time, from traditional Programmable Logic Controllers (PLC) to
the current fiber and wireless communication infrastructure. As
mainstream communication technologies develop further, power
communication is changing from analog to digital, from low to
high bandwidth, from electric to optical and now wireless signal
communication. Over time, the management, production, and
marketing of power grids will increasingly become IT-based,
automatic, and smart.▲
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IMS-Based UC Platform for Saudi Aramco:
Powering the Engine to Shape Tomorrow
Saudi Aramco
focused on
achieving
its vision of
"Shaping
Tomorrow"
by deploying
a Unified
Communications
(UC) platform to
optimize internal
management
and operations.
Huawei helped
Saudi Aramco
build an IMSbased UC
platform
solution, which
provides a full
range of UC
and multimedia
services. >>

ounded in 1933, the state-owned Saudi Arabian oil company Saudi Aramco is the world's largest
enterprise in the oil industry. Saudi Aramco boasts the world's largest onshore and offshore oil fields
and holds the highest volume of global crude oil reserves. Headquartered in Dhahran, Saudi Aramco
and its subsidiaries have offices throughout North America, Europe, and Asia, staffed by more than 55,000
employees. In recent years it has focused on achieving its vision of "Shaping Tomorrow" by deploying a
Unified Communications (UC) platform to optimize internal management and operations.

F

IMS – Core Technology of NewGeneration Networks
IP Multimedia Subsystem (IMS) is a framework
for delivering IP multimedia services to meet
customer requirements for diverse audio, video,
and data services. By integrating Public Switched
Telephone Networks (PSTN) and mobile networks,
IMS enables users to establish intelligent mobile
networks and efficiently manage networks, users,
and application resources.

Work Efficiency Challenges the
Sustainable Development of Saudi
Aramco

To maximize capital appreciation, enterprises tend
to prioritize raising operational efficiency and
realizing closer internal communications. The indepth information-led transformation undertaken by
enterprises has accelerated information accumulation
and transmission, resulting in increased demands for
multimedia services, which traditional Time Division

Multiplexing (TDM) lines can no longer
meet. As a multinational enterprise with
numerous subsidiaries across the globe and
complex business processes, Saudi Aramco
faces the challenge of building a lowcost, yet highly efficient, UC platform to
overcome existing PSTN disadvantages.
The integration of UC products and IMS
technology offers powerful support for
the enterprise-level UC platform. Factors
affecting the UC platform include stability,
functionality, efficiency, security, and
expandability. The entire system must offer
long-term stable operations; ensure audio,
video, and data transmission quality, even
when network connections are poor; and
support disaster recovery.
In addition, the system must provide rich
UC and multimedia functions and support
diverse mobile terminals to enable highly
efficient internal communications and a
collaborative workspace anywhere, anytime.
The platform must comprehensively protect
information security, including access mode,
desktop management, and information data
management. Furthermore, it must be easy
to use, operate, and expand, so as to ensure
holistic enterprise business development.

Keys to "Shaping Tomorrow"
In the face of the above challenges, Huawei
helped Saudi Aramco build an IMS-based
UC platform solution covering more than
150,000 users, 86,000 IP phones, 7,300
mobile phone clients, 35,000 PC clients, and
3,000 IP contact center agents. The solution
provides a full range of UC and multimedia
services and has dramatically enhanced
the efficiency of internal communications
and collaboration, including the following
features:
• Reliability: Supports active-standby
mode, geographic redundancy, and local
regeneration.
• Functionality: Upgraded legacy network
using IMS Core, inheriting the original

communication capabilities and supports
diverse access modes and group calls.
• High efficiency: Multimedia conference
solution enabling Saudi Aramco to optimize
collaboration efficiency.
• Security: Mobile security protection with
Secure Real-Time Transport Protocol (SRTP)
for media streams and Transport Layer
Security (TLS) for signal encryption.
• Mobility: Supports seamless fixed-mobile
convergence.

Enhanced the Efficiency of
Internal Communications and
Collaboration

● Improving communication
efficiency and promoting
collaboration
The Huawei enterprise UC platform connects Saudi Aramco with its global oil
refineries, petrochemical subsidiaries, and
shipping companies, as communication is
required between departments anywhere,
anytime. The easy-to-use and highly efficient
UC system has helped Saudi Aramco create
a superior enterprise culture, characterized
by teamwork and collaboration.
● Optimizing business processes and
increasing profits
High collaboration efficiency is helping
Saudi Aramco accelerate the integration
of its business processes – such as oil exploration, refining, and transportation – and
maximize profits. In 2011, the Huawei UC
platform helped Saudi Aramco generate
profits of US$356 billion, consolidating its
leadership in the petroleum industry.
● Seeking sustainable development
and "shaping tomorrow"
Optimized business processes have not
only energized Saudi Aramco's core competencies, but have also laid the foundation
for sustainable development. The Huawei
UC platform serves as a powerful engine
for Saudi Aramco to achieve its vision of
"Shaping Tomorrow."▲

Analyst Comments
The deployment of an internal
communication network for a large
multinationals is a considerable
challenge. Existing systems and
processes were restructured to
enhance communication efficiency
and advanced technologies utilized
to reduce O&M costs. Huawei, a
leading global UC solutions provider, is committed to the R&D
of UC products and technologies
that provide advanced solutions
tailored for each customer. Huawei
can independently deploy IMSbased UC solutions that are fully
compatible with TDM networks
to meet customer requirements
for smooth upgrades. Huawei's
solution has helped Saudi
Aramco increase its management
proficiency and achieve its corporate vision of "Shaping Tomorrow."
– Frost & Sullivan
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Telepresence for the Bank of China
Huawei assisted
the Bank of
China to deploy
a remote
telepresence
system for
communication
between
headquarters
and over 600
worldwide
branch
offices. >>

ounded in 1912, Bank of China (BOC) is China's most international and diversified bank. With main
offices in Beijing, Hong Kong, and Shanghai, and having established 600 branches and financial
institutions outside China, BOC plays an important role in the financial market both inside and outside
of China. Listed on the Hong Kong and Shanghai Stock Exchanges in 2006, BOC became the first Chinese
commercial bank to achieve a dual listing in both markets with an A-Share and H-Share initial public offering.
By the end of 2012, total assets for the bank had grown to CNY 12.7 trillion. To address the communication
issues that come with maintaining close contact and effective decision making with many hundreds of remote
offices, BOC selected Huawei to build their worldwide telepresence network.

F

meetings when necessary.
• Delayed maintenance and service: The old
video conferencing system was neither maintained nor serviced in a timely manner.
BOC required the newly commissioned telepresence system meet the following requirements for its future service and development needs:
∙ Optimal immersive experience: The
new BOC video conferencing system must
provide high-definition video capabilities
and a reliable immersive experience.
∙ Easy to operate: Users must be able
initiate telepresence meetings on-demand,
as quickly and easily as making a telephone
call.
∙ Common facility design: The vendor of
new video conferencing system must include
in their package a uniform room design
engineered to meet the highest standards for
user experience, including room geometry,
fabrics and color, electrical isolation,
lighting, and acoustics.
∙ Efficient factory service: BOC required
immediate and professional support availability from the telepresence systems
vendor in the event of operational faults and
routine maintenance.

Huawei's Telepresence System and
Professional Service
BOC Requirements: an Updated, Stateof-the-art Video Conferencing System
As one of the five state-owned banks, BOC has
a competitive advantage over its peers in foreign
exchange and cross-border banking. To consolidate
this advantage and enhance its performance in other
areas such as financial product innovation, the bank's
executives from Beijing, Shanghai, and Hong Kong
needed to cooperate more closely than ever before.
Meetings are held several times a week, sometimes
several times a day. To improve decision-making
efficiency, the bank needed an updated, state-ofthe-art video conferencing system to resolve the
following problems:

• Poor image quality: Low quality video prevented
BOC conference participants from interacting freely
between sites.
• Long set-up time: Organizing telepresence
meetings with the old BOC system required advanced allocation of an extended period of time
to conference moderators for preparation and
verification. The goal was to allow executives to hold
instant meetings under their personal control.
• Limited participation and short meeting durations: A narrow field of view through the old
telepresence system limited the number of people
who could participant in each meeting, and strict
scheduling protocols made it difficult to extend

BOC selected Huawei to deploy a new video
conferencing system with the following
features:
• HD video: Huawei's telepresence system
provides 1080p/60 fps video resolution –
20 times the resolution of BOC's old video
conferencing system.
• Ease of use: Huawei's proprietary SiteCall
touchscreen technology allows executives to
initiate video conferences as easily as placing a
telephone call.
• Professional services: Huawei offers telepresence facility specifications that consider
room dimensions, lighting, audio, cabling, and
wall, ceiling, and floor treatments.

Huawei also provides professional service engineers in the regions where BOC
branches are located for performing
preventive maintenance to solve problems
before they arise.

Analyst Comments
Bank of China is a world
renowned, state-owned bank.
With foreign exchange and
international settlements as
primary financial services,
BOC plays a leading role in
the global banking industry. To
meet its increasing financial
service requirements, BOC
chose Huawei's telepresence
system to replace their old,
o b s o l e t e t e c h n o l o g y. T h e
Huawei telepresence system
provides clearer images, a
reliable collaboration experience, and a common facility design to ensure an immersive meeting experience.
The Huawei system enables
executives to seamlessly exchange data and materials to
support the decisions required
in complicated financial markets. Huawei has helped BOC
to gain a competitive edge
over its rivals.
– Frost & Sullivan

BOC Benefits: Increase in
Effective Communication
between Branch Offices
BOC has a comparatively large network
of foreign branches for which efficient
collaboration, especially among executives,
is of great importance. By using Huawei's
telepresence system, BOC has witnessed
an unprecedented increase in effective
communication between branch offices.
• Life-size and lifelike: Decision-makers
are able to present their points of view,
clearly and directly, and obtain immediate
feedback across great distances. High
quality imagery and high fidelity sound are
valuable attributes for improving remote
person-to-person contact.
• Simple, secure, and reliable: The stateof-the-art video conferencing system from
Huawei has given BOC an unparalleled
advantage in foreign exchange and international settlement. Due to the nature of
complex international settlements, BOC
managers and executives routinely conduct
two to four hour meetings multiple times
a month for which Huawei's telepresence
system is an indispensible asset to connect
people and prevent the disclosure of confidential financial data.
• Uniform room design and state-ofthe-art maintenance: Conference rooms
deployed at different sites follow a detailed
design specification that, ensures a consistently
high user experience. The Huawei SiteCall
touchscreens enable executives to hold shortnotice, decision-making meetings as required
to stay ahead of each business opportunity. If
faults do occur, Huawei is available 24/7 to
provide immediate technical and operational
support.▲
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Wing Lung Bank Built
a Highly Reliable Call Center
Wing Lung Bank,
a wholly-owned
subsidiary of
China Merchants
Bank, selected
Huawei to build a
new call center.
Huawei integrated
their existing call
centers to improve
reliability and
disaster recovery
capabilities
while ensuring
global service
continuity. Wing
Lung Bank is now
better positioned
to accelerate its
business growth
and meet the
strategic goals of
CMB's one-, three-,
and five-year
plans. >>

ounded in 1933, Wing Lung Bank is among the oldest local Chinese banks in Hong Kong.
Following the motto "Progress with prudence, service with sincerity," the Bank and its subsidiaries
provide a comprehensive range of products and services, including futures and insurance brokerage,
general insurance underwriting, property management and trusteeship, as well as nominee services. The
Bank has 51 banking outlets in Hong Kong, Mainland China, and Macau, and internationally, and employs
a staff of more than 1,700 people.

F

In 2009, the Bank became a wholly owned
subsidiary of China Merchants Bank (CMB).
When acquiring the Bank, CMB devised one-,
three-, and five-year plans: lay a solid foundation
in year-one, achieve considerable growth by yearthree, and meet overall business goals by yearfive. The Bank's transformation to a leadership
position for commercial banking in Hong Kong,
including unique cross-border advantages between
Hong Kong and Mainland China, required having
its banking outlets and customer service systems
completely restructured by the end of 2013.

Isolated and Outdated Systems
Impeded Business Development
Wing Lung Bank originally built two separate call
centers for its Electronic Banking Department
(EBD) and Wing Lung Securities (SEC) divisions.
Independent of each other, the two centers created
a good deal of inconvenience for the Bank's
management, IT service team, and customers.
During peak hours, some customers were unable
to make even a simple call even though many
agents were available. Service quality suffered.
The call center systems were obsolete, could not

be scaled, and could not support the provisioning
of new features. These challenges hindered the
Bank from innovating services or ensuring business
growth. Wing Lung Bank was anxious for a new
call center.
In 2009, after a diligent competitive analysis,
Wing Lung Bank chooses Huawei for two reasons.
First, Huawei had built a first-rate call center for
parent company, CMB, and second, after years
of experience, Huawei had acquired a wealth of
technical know-how and domain expertise in the
call center field. With the help of Huawei, the Bank
built a state-of-the-art customer service center that
has better positioned the company to accelerate its
business growth and achieve its strategic goals.

Call Center Integration Leads to
Superior Customer Experience
Recognizing that the Bank's business goals were
being hindered by the isolation of its call centers,
Huawei provided a complete solution that protected
the Bank's existing investments. Following their
study of Wing Lung's banking, securities, and
financial service activities, Huawei reconceived the
Bank's customer service platform to incorporate
unified access, unified processes, and intelligent
routing functionality. The outcome for Wing Lung
customers is the ability to receive service support
across the entire spectrum of the Bank's product
and service portfolio through a single phone call.
Following the integration, uninterrupted services
are the norm, i.e. EBD agents can answer calls from
securities customers, and in turn, SEC agents are
serving wealth management customers. The new
call center is serving a larger number of customers
without the cost of hiring additional agents.
The new call center uses Huawei's advanced
U2990 automatic call distributor and an efficient
Computer-Telephony Integration (CTI) system.
With an browser/server architecture, the call center
allows easy access for employees from office
or home terminals. With 500 Interactive Voice
Response (IVR) systems and 40 agents at the EBD
center, and 200 IVR systems and 135 agents at the
SEC center, the Bank's call center is now among the
largest in Hong Kong.

Smooth Data Center Migration Ensured
Service Continuity
To sustain its rapid business growth, Wing Lung
Bank invested substantially in a new data center as
well as the new call center. Among the challenges
was to migrate the existing contact services to the
new ICT platforms, for which Huawei tailored a
safe and secure solution that prevented any business
service discontinuity. Specifically, Huawei had
the Bank build a new contact center at the data
center site and incrementally migrate data from
the old contact center to the new one. The data
migration did not impact customer services at all,
and now, after the migration, the Bank has three
fully functioning contact centers: an active center,
a disaster recovery center (the original center
left intact) for backup, and a test center. When
critical faults occur at the active center, the disaster
recovery center takes over, and, should the active
and backup centers fail simultaneously, the test
center provides a second level of redundancy.
By repurposing the original contact center into
the primary disaster recovery center, Huawei
protected the Bank's amortized investment and at
the same time lowered the cost of upgrade. The
end result is a three-center, large-capacity customer
service system, built for 24/7 operation and fast
switchovers between all services.

IP-based Solutions Allow Business
Diversification
The use of IP technology for banking service centers
is an active trend throughout the industry. Wing
Lung Bank's use of Huawei's IP-based call center
customer service system presents opportunities for
the Bank to further diversify their products and
services on a multimedia-ready platform. The new
call center has reserved sufficient capacity to add
new functions, such as video calling, that support
rapid business expansion.
IP-based technologies enable the Bank to easily
and smoothly integrate advanced customer services,
upgrade service features and functionality. Also,
management and system administrators have gained
the flexibility maintain a complex system remotely,
with higher efficiency.▲
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Bank of Lanzhou Offers
VTM Remote Banking Service
In 2013, through its
collaboration with
Huawei, the Bank
of Lanzhou began
to leverage Virtual
Teller Machines
(VTMs) to provide
remote banking
services, a move
that has created
strong momentum
for the Bank's
growth. >>

he Bank of Lanzhou is the first joint-equity commercial bank in Gansu Province. With one service
office, twelve branches, and eighty-eight outlets, the bank ranks first among eight urban banks
in Northwest China. During the course of its development, the Bank focuses on optimizing its
products, services, and technologies through IT-enabled innovations. In 2013, through its collaboration
with Huawei, the Bank began to leverage Virtual Teller Machines (VTMs) to provide remote banking
services, a move that has created strong momentum for the Bank's growth.

T

Benefits of VTMs
Enormous product diversity and high market
volatility make the finance industry highly
competitive. Amidst fierce competition, commercial
banks can gain secure footings only if they are
able to adopt innovative business models and

provide customers with a variety of personalized
services and access to quality resources. Like any
other financial institution, the Bank of Lanzhou
realized the need to lighten the workload required
to prepare the deployment of new outlets, shorten
customer wait times, reduce costs associated with

the construction and operations of banking outlets, and reduce the proportion of low value-added
transactions that were previously handled by tellers in physical outlets.
In response to these needs, Huawei customized a VTM-based remote banking solution with the
following features:
• Ease of deployment, and significantly improved service efficiency.
• VTMs expand service capabilities by including remote manual services. Consequently, physical
banking outlets can focus on providing face-to-face services, thereby reducing customer wait times.
Adding to the benefits, VTMs provide service 24/7 with greater efficiency to fully meet customer
needs.
• Cost-effectiveness in terms of construction and operation.
• The VTM solution provides audio and video services for low value-added transactions that
previously tied up customer service resources. As a result, the Bank is able to allocate higher-level
resources to handle high value-added transactions.
Huawei's VTM-based banking solution delivers innovative remote banking services while
integrating the functions of traditional self-service machines. The new services include identity card
verification, biometrics, document scanning, handwritten signature input, unified collaboration, and
high-definition video conferencing. In addition, the VTMs can be customized to support high-end
third-party services.

Improved Operations Management and Customer Service

With the benefits of the VTM solution, the Bank has been able to improve their operating efficiency
by reducing the proportion of manual transactions from 85% to 70% of the total. More importantly,
the VTMs have won the favor of banking clients thanks to the superior experience and timesaving
attributes of the Huawei solution. Customer benefits include:
• One-stop services and efficient allocation of resources: By integrating various services into the
VTM, the Bank has increased daily business volume and optimized human resource allocation.
• Simplification of business processes reduces operating costs: The VTM enables the Bank
to centrally and automatically assign staff to handle transactions based on customer type. This
accelerated transaction-handling decreases the cost of labor and improves customer satisfaction,
thereby helping the Bank attract more deposit customers and investors.
• Financial innovation and improved brand recognition: VTM-based banking services position
the Bank to out-compete rivals and establish itself as a customer-centric bank with strong technical
capabilities. The Huawei VTM solution enables the Bank to grow their profits and achieve long-term
sustainability.▲

Analyst Comments
"The ability to meet customer needs while increasing internal efficiency will determine
which commercial banks can maximize profits and win the battle for customers. Huawei's
VTM-based remote banking system combines multiple innovative self-service functions
enabling the Bank of Lanzhou to boost operational efficiency and deliver superior services
to banking clients. As a result, the Bank of Lanzhou enjoys fast business growth and has
consolidated its position as a leader capable of providing the best financial self-service
solutions."
– Frost & Sullivan
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Contributions and Feedback
To be an informative and inspiring magazine, ICT Insights needs your
continuing contributions and feedback. Please feel free to submit
contributions for publication and provide suggestions and comments. The
editors greatly value your input.
Contact us by email: ICT@huawei.com
Call us: +86 (755) 28780808

We look forward to hearing from you.
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IDC White Paper

IDC sees a growing, global UC&C market
driven by an increased interest in collaborating
across Web, video, social, contact center, and
CEBP applications.
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