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While all three segments are expected to demonstrate strong growth, laaS and

PaaS will grow at a faster pace to account for a greater share of the market.

Source: Frost & Sullivan Analysis
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APEJ SaaS market is expected to grow at 38% for the 2010-2015 period.
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APEJ laaS market is expected to grow at 49% for the 2010-2015 period.
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APEJ PaaS market is expected to grow at 51% for the 2010-2015 period.

Source: Frost & Sullivan Analysis
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Contact Center in the Cloud

*Close to 100,000 contact center seats on a hosted
platform in Asia Pacific

«Contact Center in the Cloud is gaining strong
Interest, and growing at a CAGR of over 20%in
the next 5 years

*Fexibility, Scalability, Peak Demand, Cost and
Remote Agents are key driversfor CC in the
Cloud

*More than 30 service provider offering hosted
contact center servicesin Asia Pacific
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2006 186.3 -
2007 215.1 15.4
2008 253.6 17.9
2009 304.6 20.1
2010 368.2 20.9
2011 448.5 21.8
A% (2006-2011): 19.2% Hidi k. Frost & Sullivan(t[H), CTIForum 20074
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F4n HEB (AAH%EN) HEPHEKE (%)
2006 124.3 -

2007 144.7 16.4

2008 172.5 19.2

2009 210.3 21.9

2010 259.5 23.4

2011 325.3 25.3
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Market Engineering Measurement Analysis Key Market Trends

*The Chinese Contact Center Applicattlm ra rket has
witnessed a negatie year-m-year gom h d 43 @r @nt in

| =

= T — e ——
Bl Measurement Name Measurement Trend -

Market age Growth

AENEMIES (R0, A2 il Increasing 2009, mainly due to the conservatie gendi rg lehavia ly
Potentd revenues (016) $226.4 million Decreasing most enterprises, especially SMEs.
Market Growth Rate (09/08) 47 Increasing eQutsourcing has seen the growiqg‘trend in terms of seats
numbers and human resource training.
CAGR (2009-2016) 9.9 Decreasing eGovernment has shown its increasing attntion on t e
Saturatn (aur rent /pot entid) 45.4 Stable regulatory work in this industry in order to streamline the
supply and demand chain in call center area.
Price range $2,500to $8,000 Decreasing eCompettie | adscape started tobe infaor o laal
Price sensitii ty High Srelsle vendors with the strong and dynamic service delivery
capability of customizatn avel e nt.
Market Concentratn 45% Stable
eDriven by the cost-saving theme of 2009, IPCC has gained
};-Dumcf“”d Lol pivotal atention i nCh na nar ket.
B .j 9% Trends *The technology of IPCC tends to be mature for both global
28% T and local vendors.
i ¥R
e 30e eThere is no double that the price is declining in the overall

market. However, more worrying signs came from the global

- -Mﬂ—simﬂﬂh Pricing vendors with the price dropping above 20 per cent in the
Hr{* . Trends end-users in 2009.
CT Whaltim e lia eIn the long term, the list price is expected to keep declining,
20% Acs

1% especially for some advanced technologies.
26%

T
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Contact Center Applfcations Market: (Asia
Pacific), 2008 - 2010

755.4

2{HIH 2009 206140

Note: All figures arerounded; the base year is 2010.
Source: Frost & Sullivan

Contact Center Applications Market: CC
Application Opportunity (Asia Pacific), 2010
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Note: All figures arerounded; the base year is 2010.
Source: Frost & Sullivan
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CAGR (2010-1017):9.1%

2610 207

Note: All figures arerounded; the base year is 2010.

Note No Services included in revenue Source: Erost & Sullivan
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Status of China Call Center Market in 2009 (Vertical Market, Seat Number)

O {5 (Telecom)
B4 (Financial services)
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