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Interest in presence is booming
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New trends in the workplace
Virtualization of the workplace
Geographically dispersed teams
Teaming inside & outside the firewall
Increased pace and productivity

Examples of things we do differently 
IM before telephone
Audio instead of F2F meetings
IM instead of email 
Web conferences instead of email 
attachments
Joint document edits in web conferences
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Customer Benefit:

Real-time technology as a differentiator
Give independent agents single-click, self-
service access through extranet

IM used by claims professionals, customer 
service, and agency force 

Underwriter presence information available 
to Agents via Celina website

Helps attract talent – doesn’t require an 
employee be on site

Help Desk can take remote control of 
agent’s system to troubleshoot problem 

“We looked to our 
technology 

infrastructure for 
capabilities that would 

allow us to improve 
our processes and 

respond dynamically to 
the needs of our 

agents.”

“We looked to our 
technology 

infrastructure for 
capabilities that would 
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the needs of our 

agents.”



IBM Software Group

4

Customer Benefit:

Improving Customer Support
75% of their nurses work from home

Why Lotus?
Encrypted
Well integrated with Notes’ security 
model
Provides an auditable process

Benefits recognized:
Nurses can tap peers while on the phone 
with patient
Set up “micro-training” sessions via Web 
conferencing 
Helped create a sense of corporate 
community among employees
Keeps costs down by not having to 
replicate expertise in each location

“E-mail isn’t designed 
for supporting real-

time work process, and 
in particular not 

medical processes 
where we need 

answers right away.”

“E-mail isn’t designed 
for supporting real-
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medical processes 
where we need 

answers right away.”
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Presence is more than for Buddies

Presence will be assigned not just for people, but for expertise, 
objects and interactions

Pervasive collaboration – mobile presence and availability

Integration of PC and phone presence—I am at my desk and on the 
phone..
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Location-based Presence

Use GPS or cell
Snow plowing optimization
Nearest repair person

Give more info to colleagues
Show not only whether online, 
but from where
How I prefer to be reached
When I will become available
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Presence in E-Mail, Productivity apps
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Contextual Presence

Within mail, calendar, address book

Within applications 

On Web sites
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Presence becomes a consistent network service

extension of the directory

people’s names are active in the user 
interface

consistent way of finding and 
contacting people

user profiles and preferences

membership
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Presence and Audio
Web Conferencing with 
integrated Audio

Share presentations, 
documents & applications

Teleconference included as 
part of the Web meeting

See who is on the 
telephone and when they 
are speaking
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…or Start an Instant Meeting with Integrated 
Audio
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Connecting IM communities
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Compliance, Logging and Management Issues

Enterprise IM Requires Management, 
Security and Compliance

Multi-network interoperability
Complete regulatory compliance
Integrated hygiene – SPIM and AV
Network standardization and enforcement 
IM presence and application development 
interfaces for all networks
Interfaces to archive and storage solutions

ReportingReporting

DiscoveryDiscovery

Enabling and PolicyEnabling and Policy

Blocking and SecurityBlocking and Security

Regulatory ComplianceRegulatory Compliance

Identity ManagementIdentity Management

Hygiene: SpIM, AVHygiene: SpIM, AV

Archive and Storage Archive and Storage 

Integration and ExtensionIntegration and Extension

Network InteroperationNetwork Interoperation

Public Network ManagementPublic Network Management
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What’s next for presence in business?

Presence is a standard network service

Standards-based interoperability

VoIP takes off

Ubiquitous device support

New modes of collaboration / communication


