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18 Percent
(the probability you will speak to a human)



4.15
(average # of attempts before reaching a human)



Solving this problem has IMPACT
More successful calls

69 72 77 81 85

315 287
232 190 157
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Is Presence the answer?



ALWAYS ON
ALWAYS AVAILABLE

όƛǘΩǎ ŀ ŎƘŀƭƭŜƴƎŜύ



²Ƙŀǘ ƛǎ άƳƻōƛƭŜέ ǇǊŜǎŜƴŎŜΚ

άIƛΦ  ¸ƻǳΩǾŜ ǊŜŀŎƘŜŘ CǊŜŘ 
IƛƎƎƛƴǎ ǾƻƛŎŜƳŀƛƭΦ  L ŎŀƴΩǘ ǘŀƪŜ 
ȅƻǳǊ Ŏŀƭƭ ǊƛƎƘǘ ƴƻǿΦ  LΩƳ ŜƛǘƘŜǊ 
on the phone, or away from 
Ƴȅ .ƭŀŎƪ.ŜǊǊȅΧέ



DOES ANYBODY 
BELIEVEFRED?
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άbŜǿ tǊŜǎŜƴŎŜέΦ  IŀǊŘ tǊƻōƭŜƳΗ

Presence of others,
Current task / activity
Privacy

Identity

Name, Address, Group(s),
Social Network(s), Interests, Expertise

Location: Physical, or Virtual
Modality: mobile, email, POTS, PC, etc.

Relationships
Preferences

Time of day, calendar
Occupational (Work, leisure, etc)



ƛƻǘǳƳΩǎTechnology

ωAutomates presence 
management

ωUser-centric

ωContextual

ωAmbient

ωAutonomic 

ωRelationship aware


