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J.D. Power and Associates Reports:
Avaya Recognized for Excellencein Certified Technology Service and Support Program
For a Fourth Consecutive Y ear

WESTLAKE VILLAGE, Calif.: 15 February 2012 — Avaya, a global provider in business collabomatio
systems, software and services, has achievedicatitinh for a fourth consecutive year under the P8&wer and
Associates Certified Technology Service and Supgpragrant" This distinction recognizes Avaya for
delivering “An Outstanding Customer Service Expece”

Jointly developed by J.D. Power and Associatestlamd echnology Services Industry Association (TSHAg
program evaluates overall customer satisfactionhetiols technology support organizations increase th
efficiency and effectiveness in technical serviod aupport. The certification also helps businegfa#ify those
companies that have demonstrated service and dupmailence before selecting which technology potsito
purchase.

“By passing continually evolving standards of tleetification program for four years in a row, Avayas
confirmed a strong commitment across the orgamadb delivering the highest value of service amgp®rt to
its customers,” said Ritesh Kochhar, senior manafjire Certified Technology Service and SuppodgPam at
J.D. Power and Associates. “Maintaining the custam¢he center of the decision-making process\glwith a
focused alignment of internal procedures, is whata organizations to support this kind of distioo over
time.”

“This is the fourth consecutive year Avaya has destrated an outstanding ability to deliver the kgjhguality
service and support to their North America cust@yieraid Joanne Weigel, senior director of orgaional
development programs at TSIA. “During annual inkemswudits against TSIA’s Excellence in Service @gens
best practices, Avaya continues to demonstratedkegeded industry practices in several key aréasse
continuous results are a strong demonstration afyAs commitment to their support customers."

"Earning the J.D. Power and Associates certificafay four years in a row underscores Avaya’'s cotmant to
serving our customers in the communications anidlootation market,” said Mike Runda, vice presidat
Global Support Services, Avaya Client Services.e€ Btrategies, people, processes and tools thaewe’'v
implemented to support Avaya solutions are havamgjible results in delighting our customers. I tiext few
months, we will have more exciting news to shaeg till provide new value for clients and partnérs.

To achieve certification, an organization mustiattaustomer satisfaction scores among the top Btepeof
companies nationwide offering technology suppasda on J.D. Power and Associates’ extensive témiyo
industry benchmark customer satisfaction resedre@.organization must also pass a detailed audi stipport
policies and procedures. Certification is valid éoie year.

J.D. Power and Associates evaluated Avaya on sistad service over the phone, its non-assisted Web
knowledge base and self-help service problems eflsaw its on-site field service support. For thetiication,
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J.D. Power and Associates conducted a survey oygsa&ustomer base to establish an overall customer
satisfaction index score and conducted an onsdi atian Avaya facility.

J.D. Power and Associates and TSIA are currenéyuating technology service and support organinatecross
the industry to determine if they are eligible dertification.

About J.D. Power and Associates

Headquartered in Westlake Village, Calif., J.D. Boand Associates is a global marketing informasiervices
company providing performance improvement, sociadliam and customer satisfaction insights and saistio
The company'’s quality and satisfaction measurenagt®ased on responses from millions of consumers
annually. For more information aar reviews and ratingsar insurancehealth insurangeell phone ratingsand
more, please visiDPower.comJ.D. Power and Associates is a business unihefMcGraw-Hill Companies.

About The McGraw-Hill Companies

McGraw-Hill announced on September 12, 2011, tisntion to separate into two public companies: MaGr
Hill Financial, a leading provider of content anthbytics to global financial markets, and McGrawkHi
Education, a leading education company focusedgitatlearning and education services worldwideGdaw-
Hill Financial’s leading brands include StandardP&or’'s Ratings Services, S&P Capital 1Q, S&P Indjd@latts
energy information services and J.D. Power and éates. With sales of $6.2 billion in 2011, the @mation
has approximately 23,000 employees across more2@@uoffices in 40 countries. Additional informatics
available atttp://www.mcgraw-hill.com/

About TSIA

The Technology Services Industry Association (TS8Ahe leading association dedicated to advaritiag
business of technology services. Technology sesvicganizations large and small look to TSIA forldeclass
benchmarking and research, exceptional peer netwgpand learning opportunities, and high-profiletifieation
and awards programs. We keep their business leadersied and connected through a full range ofypams
and services that tackle real-world service busiohallenges, providing real-world solutions. TSporate
members represent the world’s top technology comagaas well as scores of innovative small and ra@lsi
businesses in four major markets: enterprise ITtalgtom, consumer technologies and carriers, liezak and
healthcare IT, and industrial automation. TSIA bsithe technology services industry togethayw.tsia.com

Media Relations Contacts:

John Tews; J.D. Power and Associates; Troy, Mi@48) 312-4119john.tews@jdpa.com
Suzanne Hite; TSIA; San Diego, Calif.; (410) 77£283uzanne.hite@tsia.com
Jonathan Varman; Avaya, (908) 953-6482rman@avaya.com

No advertising or other promotional use can be nwdie information in this release without the esgs prior
written consent of J.D. Power and Associatesw.jdpower.com/corporate
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