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Project Background, Objectives and Market Review

Throughout the second quarter of 2010 Wainhouse Research (WR)
conducted an independent assessment of the conferencing services
market in the US and Canada. This in-depth study is intended to provide
a description of the current state of the local North American markets,
assess current trends, identify risks and opportunities, and provide
assistance on market approach, services and prices. Current market
data and analysis and forecast information is included in this report.
Data from this report should assist clients in determining and
establishing local marketing strategies and product offerings, and in
setting in-country budgets and sales expectations.

Data in this report consists of largely quantitative information, providing
current and forecast data on the volumes and revenues of services in
local North American markets. Each subscriber to this report is
encouraged to contact the author for a one-hour online briefing where
specific qualitative information can be discussed according to client
needs.

The report is provided in two parts:
Part A: Local country analysis and forecasts
Part B: Provider reviews

A. Country Analysis
Data has been collected on:

» North American region estimates including:
o Current total market size by product type

o Current market size by audio minutes — unattended &
attended

o Total market share by country
o Market share by service type & country

o Market share by audio minutes & country — unattended
& attended

o Audio price range & average sales price — unattended &
attended

©2010 Wainhouse Research, LLC All Rights Reserved | http://www.wainhouse.com

HIGHLIGHTS

The North American
collaboration & conferencing
services market is forecast
to be approximately $5.5B
by 2014 with a 5-Year
CAGR of 7%.

Collaboration &
conferencing services are
composed of hosted audio,
web and video
conferencing.

The standalone hosted
conferencing services
market will continue to
thrive, both as a contributor
to UC bundles and as a
separate unbundled service.

The North American market
for hosted audio will grow to
92B minutes by 2014.

Despite varying license
models and reduced prices,
revenues for web
conferencing will have a 5-
Year CAGR of 11%.

WR anticipates most video
services will end up within a
managed services bundle,
and that standalone video
bridging growth will be flat.
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Ranking of market share by service (ex: #1 unattended audio revenue, # 5 web
conferencing revenue, etc) and comparison to peers

5-year forecast by service type — attended/unattended audio, video bridging, web
conferencing

» Country-by-country estimates including:

o

o

o

List and analysis of individual CSPs operating in-country

Current market size by service — audio, web, video

Current market size by audio minutes — unattended & attended
Audio price range and average sales price — unattended & attended

Ranking of market share by service (ex: #1 unattended audio revenue, # 5 web
conferencing revenue, etc) and comparison to peers

5-year forecast by service type — attended/unattended audio, video (PSTN& IP), web
conferencing

Summary review of active service providers

It is anticipated that these results, in addition to assisting with in-country strategies, will be newsworthy from a
human-interest angle and will allow clients to create awareness in the press of beneficial market trends to their

business.

B. Summary Review of Providers

WR researched 36 facilities-based CSPs in North America for this study. A summary review and analysis (where
appropriate) is provided for each vendor at the end of this study.

©2010 Wainhouse Research, LLC All Rights Reserved | http://www.wainhouse.com Page 4
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Methodology, Assumptions, and Definitions

Methodology

Primary and secondary sources of information were used in the development of this report. WR contacted and
interviewed over 35 conferencing and collaboration service providers operating in North America. WR collects
guarterly volume and revenue data from over 35 CSPs globally throughout the year, and annual data from the
balance of providers. Market sizing is typically based on data submitted to WR directly by the providers. In some
cases WR has made estimates based on input (estimates, ranges, percentage of growth) from providers and our
insight into the markets.

All revenue statistics discussed in this report are sales of services to end users. Revenues are generally denoted
in millions of US dollars, except for obvious figures, such as average selling prices. We attempt to make our units
clear in all figures and tables.

Numbers contained in the tables may not add exactly due to rounding.

A note about foreign exchange rates (f/x). For this study WR has collected revenues in USDs, GBPs, EUROS
and foreign currency specific to the Nordic countries. When collecting data in foreign currency WR uses the
average f/x rate for the period collected. In 2008 and 2009 — as in any year — currency rates fluctuated. Our
quarterly CSP SpotCheck trending analysis has been using growth comparisons on a constant currency basis for
Q3 and Q4 2009. This study does not use a constant currency basis, but rather provides values at their actual
exchange rate for the period cited. F/x rates for British Pounds and EUROS for 2008 and 2009 are listed below.

Table 4. Foreign Exchange Rates for 2008 & 2009

Currency 2008 2009 % Change
GBP £1.86 £1.57 15.6%
Euro €1.47 €1.40 5.2%

Source: Oanda, 4/10

Assumptions

General Forecast Assumptions

The value in a local markets report is that we provide country-specific information. While we believe it is a
valuable exercise to understand North America as a whole, we strongly believe that local market characteristics
provide critical insight that varies — often dramatically — country to country. We offer our general market
assumptions below. We encourage readers to contact us for a telephone briefing on the general market and with
specific country interests.

» Our 2010 forecast assumes that unified communications will have significant take-up - which began in
2009 and continues on for 10 years. Large MNC's are beginning with a combination of on-premise and
managed services, but will eventually switch over to more “cloud”-based services where they do not own
or manage the service elements (software, servers, etc.) SMB’s will begin with managed and hosted
services and move toward more hosted, cloud-based services as more fully featured hosted services
become available over time.

©2010 Wainhouse Research, LLC All Rights Reserved | http://www.wainhouse.com Page 12
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» WR forecasts that the widespread adoption and use of cloud-based unified communications (UC) will

drive new growth in audio and web conferencing volume (minutes), however, that fixed, per seat UC
pricing will drop average sales prices to the equivalent of $0.015 — 0.020 per minute just beyond the
forecast period. With UC services, while there may be on-net (customer’s network) and off-net (network
service provider’s network) pricing that varies, WR assumes that the average audio conference price will
typically reflect a bridging fee without a network charge. While some providers have fractional cent cost
of services (COS) today, some are at $0.010 COS per minute. Subsequently, audio margins may drop
from the 60-70% range today toward the 40-50% range beginning just out the forecast period (2015).

Our 2010 audio forecast reflects ASPs that include the bridging and the network fee. WR may need to
begin forecasting an additional category with UC audio minutes in the future that do not include the
network fee.

WR client surveys indicate that most organizations planning for, or currently deploying UC, prefer to use a
third party audio & web conferencing service provider within their UC services versus the standard
elements in the UC suite — e.g. InterCall audio conferencing & Cisco WebEXx versus Microsoft Audio Dial-
in Conferencing & Live Meeting in Microsoft's OCS UC suite. In these cases, the client would provide IP
or SIP trunking to the service provider, or access the service off-net — which is the most common access
method today. This forecast assumes that the preference for third-party specialists continues for the
forecast period.

North American-Specific Forecast Assumptions

»

»

Audio conferencing volume will grow at a five-year compound annual growth rate (G5) of 13%. The
dominant market of the US will drive most of this growth with secondary markets fielding similar or lower
growth. Total revenue will grow at 4% as price erosion for unattended audio drops -7% for the period.

Traditional operator assisted audio — either for events or small group calls — will grow 6% in volume and
decline -7% in revenue over the forecast period as do it yourself (DIY) online tools and webcasting
services replace this service.

Web conferencing revenue will continue to grow despite new fixed price licenses and inclusion in many
UC bundles. New organizations and users will drive revenue growth to a G5 of 11%.

While managed services for video have grown dramatically in recent years, traditional CSPs typically do
not participate. While many network service providers have begun to offer Telepresence services - which
include video bridging services — WR has not seen video bridging revenue reflected in their reporting to
us. Much of our video bridging revenue is based on standard or HD video services, but does not include
multi-codec (immersive or Telepresence) services. Video bridging services as reported to WR will remain
close to flat during the forecast period (2%).

Local market analysis: WR contacted and conducted telephone interviews with approximately 35 CSPs operating
in North America. Revenue and volume data was requested for audio, web, and video services.

Definitions

We define the conferencing service market as multipoint audio, video bridging, and web conferencing. Below we
define each category of service that we forecast:

©2010 Wainhouse Research, LLC All Rights Reserved | http://www.wainhouse.com
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Attended Audio - Audio conference in which an operator is used to facilitate the call. The operator may or may
not also schedule and set up the call.

Unattended Audio - Audio conference, in which the moderator schedules, sets, up, and facilitates the call. An
operator is not used.

Web Conferencing - A collaborative session hosted by a service provider, which uses a standard web browser or
downloaded client to share an application or to make a remote presentation over the Internet. Voice
communications to accompany the conference or presentation is typically over the public switched network
(revenue would be included in audio) or, in limited cases today, over the IP network.

Video Bridging - Service used to connect more than two videoconferencing endpoints into a conference. Most
video bridging services are operator attended, but increasingly interest is growing in unattended services. The
client or the service provider can conduct invitations and scheduling.

Additional definitions:

CSP — Conferencing / Collaboration Service Provider

ASP — Average Sales Price, also known as ARPU (average rate revenue per unit) — represented in USD cents
Revenue — All revenue represented in millions of US dollars.

Minutes — All minutes represented as millions of minutes.

Rounding — All minutes and revenue are round up when integers past the decimal point are greater than .5,
therefore some totals would appear not to add up. In the example below 4.1 + 129.8 =133.9, but is rounded up
to 134.0.

Example:
In Millions ‘ Attended  Unattended Total

Audio Minutes ‘ 4.1 129.8 134.0

©2010 Wainhouse Research, LLC All Rights Reserved | http://www.wainhouse.com
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Summary Review of Major North American CSPs

Each provider name links to their write-up. Control + click on provider name to be linked to review.

Table 24. Listing of providers by country

Provider | USA | CDN
ACT Teleconferencing X X
Adobe X X
Arkadin X X
AT Conferencing X
AT&T Conferencing Services X X
Bell Conferencing X
BT Conferencing X
Callvine (formerly Vello) X
Chorus Call SA X X
Cisco/WebEx X X
Citrix Online X X
ConferencePlus Global Services X X
Connex X X
EventBuilder.com X
Facilis Conference X
Free Conference Corporation of America X X
Glance X X
Global Conference Partners X
Global Crossing X X
Glowpoint, Inc. X
IBM Lotus X X
InComm X
Infinite Conferencing X
InterCall X X
Mercuri X X
MeetingOne X X
MeetingZone X X
Microsoft X X
PGi X X
ReadyTalk X
Ring2 Conferencing X
Skype X X
Telus X
Verizon Business X X
XOP Networks X

©2010 Wainhouse Research, LLC All Rights Reserved | http://www.wainhouse.com Page 39
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Glossary
Bluetooth: A short-range transmission technology for multiple device networking

CAGR: Compounded annual growth rate.
Dual-Mode Phone: A wireless handset that operates on both 802.11 and cellular frequencies.
Endpoint: A video-enabled device or a telephone handset. May be a group system or personal.

Firewall: An integrated collection of security measures designed to prevent unauthorized electronic access to a
networked computer system. Firewalls typically reside within a network routing device or a special security device.

Fixed/Mobile Convergence: A term that suggests the merging of wired and wireless communications such that
they appear to the user as part of a single system that enables seamless roaming across the two domains.

FMC: Fixed mobile convergence.

Gatekeeper: A software application or appliance that provides address translation, registration, call control,
directory services and bandwidth management functions. The gatekeeper may also track usage and thereby
provide some level of support for billing functions.

Gateway: A device that provides the needed protocol and algorithm conversions in order to connect endpoints on
one network with endpoints on another network.

G5: 5-year Compounded annual growth rate.

IM: Instant messaging. A form of electronic communication which involves immediate correspondence between
two or more users who are all online simultaneously.

IMS: IP multimedia subsystem. A standardized next-generation networking (NGN) architecture for telecom
operators that provides mobile and fixed multimedia services.

IM Server: Software running on a central computer that enables the exchange of instant messages between
clients.

IP: Internet protocol.
IP PBX: A PBX capable of attaching to IP-based phones and other IP devices and sending calls via IP networks.

MCU: Multipoint control unit. A device that receives audio and video from video endpoints. After mixing the
audio the device will send back audio and voice-activated switching video or continuous presence video to each
video endpoint.

PBX: Private branch exchange. Telephone switching equipment that resides in a private business instead of
within the telephone company network.

PSTN: Public switched telephone networks.

Presence: The ability to know a user’s status (e.g., online, on phone, out of office, etc.) before attempting to
communicate with them.

SIP: Session initiation protocol. A peer-to-peer protocol for setting up IP phone calls.

©2010 Wainhouse Research, LLC All Rights Reserved | http://www.wainhouse.com Page 77
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SIP Trunking: Enables the transport of voice traffic via public IP networks rather than traditional voice
alternatives (e.g., T1).

SIMPLE: SIP for IM and presence leveraging extensions. Extensions to SIP used for interconnecting IM
services.

Telepresence: A videoconferencing solution that provides illusion that the remote party is in the same room.

Traditional Voicemail: Refers to older systems that provide voicemail only and require tightly integrated,
vendor-specific hardware, as well as software.

Unified Communications: The seamless combination of voice, data, and video into single, real-time systems for
communicating anytime, anywhere.

Unified messaging/unified messaging-capable (UM/UM-capable). UM/UM-capable systems are defined as
systems capable of combining voice, emalil, and fax, although often such systems are used primarily for voicemail
today.

VolIP: Voice over IP. A method of transmitting a conversation IP networks instead of conventional telephone
lines by converting the audio into digital data, dividing the data into IP packets, and sending the packets over an
IP network to an IP device at the other end.

VoWLAN: Voice over a wireless local area network.

Web Conferencing Server: Software running on a central computer that enables workstations to exchange
slides, application views, and other data in real-time with other workstations.

©2010 Wainhouse Research, LLC All Rights Reserved | http://www.wainhouse.com Page 78
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