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The thrés major drivers of Lotus revepue ars the deskzop business, the communizadons busin=ss
and the servics business Tne major fzctors affecting sach of th=es businessss a-e as follgws:

*+  The Deskiop business is in transinen from the classic Suite business to a new genzravien
of Java based zpplets and developer components. Deskrop revenus has decliced Tom
54000 in 1595 to a projected 5280M in 1997, The Java bas=d compognents business is
projected o grow o 5140M n the vear 2000, We expect the deskrop business 10 bottorm
out, ToCT 4 revenue perspective, in 1998 2nd grow thereafier,

*  Toe Commupications business is led by Nows. During the past 13 months, significant
progress has bern made in repositioning ow server offering to be conzreent with marke:
expectatons reladve to the Intemnet. The present swatezic focus is on doing the same for
the client, and oo migranng the cevlail base o Notes.

* The Services businzss consisting of Support, Educanion ard Consulting, is the most
rapidly growing of Lorus’ busipesses. Our strarzgic challenge is o Cramatically improve
our caterprise support at the same tme that we itoprove the profitability of this business,

' Financial Summary l

In 1996, Lotus passed the 3t ballion revenue mark for the frst ime in our history. BY the vear
2000, revenue will double to over 52 billion. Much of this growth will be driven by our
Communications and Servicss segments, with angual revenus growth rates cxczeding 20%
thrpughout th= planning hotizon. By 1999, the tansition of our wadidonal Desktop Applications
segment 10 a network-centric componeats mede! will be well undervay, and this sagment wil)
Eegin to grow at modest rates after several years of double Gigit revence declioes.

In our sofrware businesses, gross margine show steady improvement, incrzasiog Som 84% in
1957 t5 33% in 2000 as we continue to shift toward a greater propartion of aonpbysical delivesy
of produce. Gross margins in our services business show similar improvement, rrowing 4 pts. to
28% by 2000, driven by productivity growth in Consylung and improvements in scale.
processes, and revenue growth in Custorer Suppor

Expenses grow at a moderats 8% annual ratz over the planning horizon, as we captine= our
progess ward achieving competiive E/Rs in development and SG&2. Development =xpense
inproves from 26% of product revenee in 1997 o 13% in 2500, as a result of our continued
forus on development prioritization and carsful invesoment portolio balancing, parmcularly in
. the more mature product segmeots such 25 co:Meil wnd SmanSuite, SG&A improves 5-6 pts. per
year to 42% of ceveaue by thz year 2000 A significant sortion of this improvemenc is -
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=2 ISUs © have primery responsioility for large enterpases. As this transiden oczurs, we Wil
redirect Lotus sales rzsources to focus on the mid-der quarker. .

This combinedon of 20% plus revenue growth, coupled with prudext expease managemenl.
leveraging of IBM tesourcss, and 2 systzmatic zpproach to invesuncat prioritzanen begun in
1996. will move Lotas toward competitive profit levels. Pre-tax income will grow by 3110
million in E998 to 2 break-cver level, another 3140 million in 1999, 2nd by the year 2000 pre-tax
margins will reach L6%. Apneadix A sers forth the finzncial summary for the years 1993- 2000
The Spring plan process focused on the kay 1ssue Facing eoch of the revenue business arcas:
1. What is the appropriare busin=ss modzl for the ermerging Java coomponents business?

2. What ar= 1he requirements for driving the Notes client into 2 preeminent market position?

3. How do we reengirser the Suppost business to improvs sustomer s28sfacton 2nd
improve profinbilicy?

LKona - A Java Cemponents Business ‘

® o
As a result of its control of the primary deskiop operating system, Microsoft dominates the hixh
mergin deskop zpplications tusiness. During the past two years, Lotus has beea able o
markz=dly inczease unit share by execuung an OEM dxstn'bunon suatezy. However. this share
pesition 2as nok resulted i revenus improverment because of very low OEV prics points. Asa

result of these ipdustry dynamics, this dewnward gend will continue despite our best cfforts on
both the product 2nd marksting oo,

The long term viabilicy of our deskrop suite business will be achisved by leapfivgging the
current Wintel-czatric desitep mods] and leading the gext generadon of Java based components.
Cne of the driving factors behind the need for Java components is the emergence of the NC
market, which IBM is poised 1 l=ad. Thus, it is in [BM's interest to drive a Java-cenmic
software model as opposed to a Vintel based one.

Furthermors, ip addition G their utility as siand-alone applets, Java programs can be part of 2n
end-uszr applicarion and exscute as a Java applet in a browser or other Java container. For
examplz, a raditional DB query resulss in a spreadsheet applel populated with the query results
and the business mode] being retumed o the user instead of the wzditional row and column

display.
. Ther= are two markst forces that will dnve mansition:
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-
w O.I‘d..SLIDp devic=s'n businesses af all siz=s. These davices will aorbe mPBHC of suppering i} -
sun:s such as SmanSuuc or Mecrosoft Office. ti.

Secend, there is a desirs o renum to simpliciey on the part of even the most capabic kaowledge
workers. The market ts averrun by very large and complex suites that bave funcionality which
is bevond the requirements ne=ded by the majonry of users. Thus, Lotus has te oppormuaicy to
[zad the redefinition of the productivity apolications marker even for the PC user.

Microsoft will represent the major thre2t to our success as we atzmpt ta shoks zontol of the
indusTy from them, White M5.is almost certainly developing a Java based swte, 1t will never be
given the swategic imponance of their Windows products, which are high margin businesses that
subsidize much of Microsoft’s other effons. Since Microsoft, derives the majonity of its profis
from its applications business, the shift of dhe indusry w Java based components will have a
disproportionate negative impact on their crofitabilicy.

To bhunt Microsoft's mzmpt to co-opt this ndusuy to their advantage it will be n=cessarv tg
develop and ourture key indusay alliances. These alliances include key NC OEM vendors such
as [3M, Sun and Oracle, key ISV and solution parmers (IBM ISUs, Lotus Business Parmers)
who will be building vusucss solunons using Kona tzchnologies, and fipally, alliaocss with
standards vendors {initfally JavaSoft) for tncorporating key Lotus architecnires 25 Java

. wandarde.

Producr Offerings

There arc nwvo product offtnngs t2rgsted ar ovo distinet markets; the NC markst and the PC
merket:

1. The NC Thin Suite consists of « Kona Basz System which includss a deskiop skell, Sun's
HetTava browser, 3270 emulator, email, calzndar, file and print services and ausilia-y server
Suppor as well 25 a robust ser of Kona Applets ( werd proesssor, spreadsheet, project
scheduler, datz aceess, presentation grahics, chagt), It is a highly customizble desks op
eavironment designed specifically for the NC user. For specific OEM opporrunities the Base
System and Kona Applets can be licensed scparately. This environment is task-ariented and
customized for the oeeds of those ussrs who do aot nesd the &l! powes of 2 PC an2 big, Ml
funcdoning spplications. 11 allows users to work with all theis legacy applications, as well as
gain new application funcBonality to allow them 1o communicate and share datz more
effectively with atber workers.

The PC Thin Suite has the same contents as the NC Thin Suits and wall be built to provide
corperations 2 consistent solution across diverse hardwars clienis. It1s nat positioned as 2
“replaceraent” for 2 full PC suits, but aa "alwereadve” for thoss corperations who bavs
. evatuzed and purchased NCs and are interesied in running the same solution on PC3 as well.
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.____—: -The WebPackjs a-deyelgresisal which alawsdeveloners o build highbs cuctempizeg Bizn. -
it ;pphc:'.nan solutioas using the Java apples. Taese applications can thea be deployed aod
accessed via any Wb brovrser clieat on any plerform. -

Markenng Soatezv

Tre Kona marketng saetegy has ovo goals:

1. Drva sales of the NC thin suite trough as many NC OEMs as possible in efforts to maks
Konz the aumter one choice for a Java deskiop envircament and ¢hninate potendal NC
carks: fragmentation. Fe must gain exclusive disirioution righes on (B¥s nvo YC plagorms
ond use that as a beachhead to drive agreements with other NC supsfiers We can umoslare
a win on the NC d=sktop to help drive dzmand for the same Java solution on the PC, as many
corporations are interested 10 rumming a consistent solution across NCs and PCs.

!-.I

Drive accegrancs of our WebPack offering as the number one choicz for Java building blocks
for use within Web zpplicatons. 15Vs and corporate developers are increasiagly interesied
in using pre-built Java compocents to build mission cnncal applications as 3 wax to quickly
deliver solutions w diverse clcmus.

We wall translate the success of the above strategies to create pull for PC Thin Suite. We believe

. this "backdnor” approach to gewing the Kona applets onto the PC is a more effectve marketiny
tactic than competing bhead ro head with Mcroseft Offics. Our two-tiered strategy of
Kona-based applications and a4 hoc apptzts wil) flank Microsoft Office fom all sides. Alse. by
successfully parmering with other major industry players (e.g. Sun and Orecle). we can keep
Microsof from co-opting the NC pladorm as yet anoter snvironment on which to run their
Windows applications.

Pricing ard Business Model

There is no exdsring pricing mode! in the industry for Java comporeats so there is an opporunity
for th= frst majer pleyer 1o define the modsL  Loms inteads to price the Base System at a very
aggressive level 1o caprure the lead market share for NCs and crzaie a futers opporunity for
higher valve add-on applicaticns. The pricing modzl for bath the Base System and Applets will
be baszd on a per-user medel and include a combination of up front Jicznse fees with an optonal
annuaj subscripoen renevel for both the OFM and non-OEM casz. This modz] allows Lotus o
outimizs revenue 25 well as czpnoe sbare and manslztes weil to industry corms for this class of
productivity software. For the enizrprise cusiemer the pricing will be packaged in o way iha
allows companics to purchase 20 saterprise option. similar 1 the way thar Lorus sells Motes
taday. This type of licensing egresment climinates the requirement for these customers lo track
actual users, but will be based on an agr=ed ugon numboer of corporais users.

. The acrual pricz points are still under copsidesation, but will range from a few dollars per user
Tor Jargz QEM quantities for the Base Sysizm. to 375 non-OEM sueg=si=d prics per user for the
full set of appiets. Given the promise of lower cost of ownersh:p for NCs as compared to high
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Tk an oppornumry for Lowus to establish & Bighervalue point for thus $ofoware than would Otervise.
be justificd based on the breadth of the ﬁ;nc{p:c:nahry ) _

T;J: WebPack will be licensed for developers on a per server basis at a prics powt at about 5695
pex single server and 52,093 for mulbprocessor servers.

Based oo conservarive ramps of NCs, a leading market share for Lorus/TBM, and a number of
other OEMs, the cwnulative revenues opporunity for the nea 3 years (1997 is a markst engy
year with minimal actuzl reveaue) 3s estimated at 3000 Thus, while the Lotus Java
components are a sirategic market share play and help drive substamtial system czvenue for BM,
they also vepresent a substantial revegue opportunity for Loms.

Kana Revenue Projection for the Spring Plan

1998 19 oot
NC Systems
18M 5 7 9
Others 3 25 29
Towml NC 14 1 Je
' PC Sysiems 13 47 33
Webpack . 12 36 16
Total Kans Revenue [ EH 315 140

l Communpications Business I

The primary asset of the Communications business is Notes; we expect Motas revenus 1o grow
from S500M in 1997 0 $12B in 2000. Omce viewved 25 2 monolitiic endty, the Notes business
is novy composed of a server business and a client business, with the significant portion of
wday’s revenne accoeing from client cevenue. By every tmportant measure, we bave
suceessiully trznsformed the server business frem a procrietary offering about to be
overwhetmed by the Internet, mto a thriving Domino product line perezived 25 open and vere
much a pan of the Internet wave. In April we announczd an c-businzss server family whick
integrares the Domino offerings with IBM's ransaction and database servers and extends the
Lorus brand with a low-cad basic Web server. The Network Compuring Framework (NCF)

. anpounced at thet dme rationalizes Domine with other 1BM Internet sarver offerings, including
Lotus Web Go, into an integrated femily.
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" O o challengs Eor th' RE<C (WG YIS is (o transborm the client business, just as we did the server
nusmg_o,s The market dynamuces of the clicor business ase changicg. Historically, we parncipatzd
in 3 “gyoupvwass” clieot market with Motzs; we dominate this market with share gt excess of ©
50%. We also paricipated in the “e-majl"” market with cc:Maul and Notes; this is a more
frazmented market where we hotd about a 25% shars pesiticn as the leading supplier. Itis gow
clear that the groupware market is being subsumed by the mail maricer into a single
“scllaboration” mark=t We have anticipated this market evolution for some gme, and 11 was this )
recognition that drove our emphasis on mail infrastructure s a basic pere of the Notes value |
proposiuon. We expect this evolution 1o lead to the following segmentation, from a product

PEISpECLYE: - '

»  “Iniegrared elieqts” at the medium and high end of the market with products such as Notes, '
Metscape Commumicator and Mictusoft Exchange. These producs will provide mai), news, :
calendaring and scheduling, workflow ard Web access. The distinguishing characreristics of
Motss for some tme will be be ability w develop rich customized coilaberation appiications
using the Motes development envirenment, and it's unparallzl=d support for the mobile user,

+ “Richly featured mail clients” that provide less function than the integrated clients, but aim o
provide a very corplete mail experiznee, with simplz add-ens for news. etc.

. * A “mass market tlieat” for basic e-mail capability defined by Intecnet standards. These
products will be supplicd both as Java applews and as conventional C++ or C proerams. Thev
will connect 1o standards based mail s=rvers using POP3, [IMAP and LDAP protocols.

Fortunaie]y, Lotus pionesred and has crezied ersat awarsness around the virtue of collaborarion.
Today, the Notes client remmains unchallenged in its ability 10 present a singl2 interface and
coosistent set of serviczs (s2curicy, mobiliry, etc,} 1o users regardiess of their specific task or
activity, whether it be reading e-matl, checking a colleague's calendar, or participating in a
busipess procass applicadon. This enified interface and common set of services represents the
ideal of what has become widely refered ta in the industry as an *integrated clieot”  Lotus
currendy dominates the markst for integrated communications cliencs with 2 Noles installed basa
that =ill excz=zd 13 million users by the erd of this year.

! Qur client business has bezn driven by thres sources of competigve advantage:

= oux lead in clieot server messaging;

* ourposition 2s an inregrat=d clicnt/server applications development plaform for
collaborative business processes;

i our cross-platform breadth solution.

Clearly, we will continus 10 have sgong and market leading praseacs in the int=grated client

. spacs. However, this will no longer be the single driver of volucae; and. therefore, not the oaly
placs mindshare will be =stablished. If wz were to coptinue with this strat=gy, the fcl thar the I
groupware market is being subsumed into a larger collaberaton mark=t would fead 1o 2 classic

Loms/IBM Stricdy Private 6
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. Singaring whers we oped.? the hioh end.of 2 very largs marker hureyeen hallgwed Qu Aoz e

T helow Oue chient stratey s to participars at alt levels of the wzrated chizat, mail clicet and mass
markst segments. The market batle will be every bit as inrense hers as we expenence d as the
Serves market shified from “groupwars” 1o “Intemet” and w= wil} ae=d 1o bnng (o this bade d::

same resalve and Anzncial commitment as that required W the secver markst.

Before detailing the clizot strategy, 113 belpful 10 view this from the perspective o the Domino
server offziing. Today, Domino scrvers can be accassed Bom Notes elieats and fom “dumd™
Web browsers (by dumb we mean pure hap/HTME with oo Java applets on th= clisnt). Whena
user accesses Domine frem a MNotes clicat, we genzrate client revepus. When a user aczesses
Deosmino from a browser, we gencrate no client revenue, Wz have irplemented programs 1o shift
the reveau= genecztion from the client to the server, but we do got plan on server czvenu:
exceeding clieat revenus 1ol 15%9.

With that as background, our client swat=gy is as follows:

»  We will cogtipue to lead the intezraied client segment with the nanga) evoluton of the Notes
client Begirning mth the nexx chent release (Notes 4 6 ws arz migratng th: acal user
experience 1o be much mote of 2 Web-line experience and adding client support for standard
Intzmet protocols. Tois means, for examplz, that the Notes client can be used to acczss
stapdard POPS mail servers in addirion to th= Domine server, and standerd based news

. servers. We will add [MAPY support in Q1 1998, Our challenge here will be gaining
mindshare for use of thir ciient as a ganeral purpos= client acsessing scrvers other than our
own Demino server.

= We will participate tn the full-funcrian mai! clienr segrent with Lomns Mail (wa mus:
re-brand kere wo leverage the Notws brand). Thds product, built from the ec:Mail code base.
fully supports Internet protocois and is much “jeaner” thzn the Motes cliens. We have
furtber work to do 1o maks this client fully competitive in the general mail chant ssgment,
but we stzrt with a vecy swong asset in the ce'vzil eode base and stafT resowrces w Mt View
(where co:Mail is besdguartzred). This may in fact be a placs heldes, (Lotus Mail re-branded)
while a Notes project code named Haiku is completed, allowing a more seamless upgrade
from this lower znd rpail SKU 10 Notes Deskiop.

*  We will participat2 in the mass marker mail spac= with Lorus Mail Javz edidon. This fava
based client is also being d2veloped in Mt View. [1is part of the Kona product ofenng, and
will be available by itself 25 a pure low-end mail client that uses Iotamet sizedards.

= Very imponantly, we are also “coraponentizing™ key portions of the Motas elient into a set of
Java applets that can be doweloaded into a browser or Java coniainer. These applets
comumunicaile with a Domino server much moce inteliigently than a pure browser and detiver
10 the browser user 3 client experiencs much more simular to Notes than ta the purs browser
. experiencs. Thais collection of applets will compat= in the elient spacs and extend the
integraied client down-market in a very powerful way. After retease of these components in -
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szemzizzzo. 1998 one will be ablede-2cress 2 Domine serye in thres PRI oo oo

~FE

t. Eom a smndard Notzs clieat, in which case we generair clicn[_r:vcnue Just as we de
today; .

2. Som a browser usweg the Java applers described 2bove, in which case we can also

generats license reveaue;

and from a brovwser without the Java z2pplets in which case we do not generars client

revenue (as is also the case oday),

[P

Our client stralegy, to Summarize, is © offer both 2 family of integrated clients (the nacral
evolution of what we affer tedzy), and a coll=ction of Java appleis wthat provide portioas of Notes
client functian which can be ex=cuted in a browser or other Java contziner, Today, users access
Domine servers fom eitber a clieat or 2 “dumb” browser, We wil] dramadcally cohance the
browser user expecience with the forthcomung Java Notes compaonents, significantly iscreasing
thz value propesiton of the Dominoe server. We must develop a straregy for wacking usage of
these compooeets and exiracung lieense revenur. We think crytolobes could play an UD o=t
role here; we are working the issue.

In essencs, we zre extending owr dominancs of the integrated sroupware client in two key
dimensions as we prepare 1 compets in 3 broader collaboration. First, we will supply lower
function clients so that we do not get “niched” to the hich end of the warket, Secondly, we will
supely the Notes sxperiencs 25 a set of Jave applets i addition to the current intezraizd client

. This also enables us (o anack the lower ccd of the market and to defend ourselves Fom amack by
Netwscape and Microsoft -

While we have an ¢ffesuve saategy 1o compete in this largsr space. we aiso bave significant
challepges. Mascape will compete wath the Communicatar client, and is =x=curing an chvious
but potznifally erfective strategy of extznding from the brawser market whees they have 2 very
sewng posilion into the collaboration market by bundling the browser with the other ¢omponcnis
of the Communicater clizat. Hence, the nangea] upgrace paik for a Netsczpe browser user s o
their collaborzuon client

Microsofi is also executing an obvious but potentially efeczive strategy ihal is very similar o
Netscape's. Just as Metscaps seeks 1o extend their sitong position in the browser marker,
Microsoft seeks 1o sxtend their dominant posidea in the the Office Suite markst by integrating
their new Outlook cliznt with Microsoit Cfies. The actions of Nescape and Microsoft o link
tk= collaboration client market to a markst they pres=adly dominzte will present chatlenges for us
that we ne=< ta deat with prosesively and aggressively. Our markzting programs will be dnven
by an underswanding of this important markst dynamic.

Yolume 2nd Revenue Trends

Cammunications product r=venues wiil doublc from 1997 1o 2000, trom roughly $&6C0M two
31328, Notes revenue wil) incrsase by 140% durag tus period, from 5300M to $1.28. By
. 2000, 2ssenually all communications praduct reverue will desive Bom Notes, The ce-Mall
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Ao suczm (S0 A3STh poill have-heen absorbed into-Nates, and reyenyes:from acas

S L=

T T ources (Br-g-a.ﬁlz:r and Soft-3witch) will no longer be significant T
For non-OEM clieats, 1996 uait growth over 1595 was 95% . The 1597 pian reprasents a 36%
unir increas= aver 1996 . Overall chient seats, inclusive of OEM, are ptojected to grow 99% fiom
1936 ta 1997 compured o 42% Fom 1993 to 199€, as we initfate a swong OEM steicgy wath
“stareer” clients. Rzvenus growth is grojected to slow fom 27% 10 11% based on the high OEM
porien.: We anticipaie reveaus growth in 1998-2000 in the [10-15% reng=. Growth wil] be
much higher in servers, about 30-53%. We.will continus 10 move vur business mods] (o

tap
Communications Business Unijt Lotus Strctly Ptz :f‘
Spnng Plan Kevanue Irenas -
<
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lnizrnet App'a 5 1Q 15 g 25 oy 100% 50% W% 5%
Total Groupwars s 630 aso 101¢ 1285 BT PR L 3:
-
rangs of 40% for Notes, and 30% for all Comraunications products (1.e. Notes, plus co:Mail,
R— Organizer and Softswitch).
It is important 10 recognizs that the Domine ssrver is the primary means by which IBM gains
pressace on non-IBM hardwars server platforms and on NT. As an example, in 1598 Lorus wil]
ship approximately 600,000 Domina scrvers across all Flatforms. The towa! hardware server
shipments from IBM, inclosive of PC servers, AS/400, RS/6000 end 5390, is for=cast at about
475,000 units, of which 300,000 ars PC servers.
Services Business I
. Services are an increasingly imporaat compoenent of Lotus's reveaus growth. Owr s2racss

revenues ar= generated by thres separats ~usinesses: customes sUppats, =ducadvn, and consulung
secvices, Each of these businesses conmrioutss to our growik in thres ways: (2) it =xpands ous
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=e Qoo mertar by actone conomers use.our splitionsmogs s Seoiyely -t commimpes signifeant o e o
"L venue in 16 owa night, aod (c) it provides dizect user E==dback to product developmeni. Ashe
- -z Services comporent of owr business grows a5 2 propordon of wial revenus, and to= product )

" componsnt declines, the company’s grass margins decline due to the fundamestally diffzeant cost

stucneres of these businessas.

Custornzr Supoort

It is crideally important that we improve the guality in our customer suppart business. This
mandate is particutarly evidzat with soterprise customers. Key {dentified support problams
nchude:

*  Defect level support shordalls:
* Lack of on sitz cenergency support:
*  Lengthy resolution dmes, lack of ownersaip and minimal comanunication i the escalation
process;
. * Inedequate skill and coverzge; and
and = Inflexible and-complicated suppont afferings. .

Industry, customer and company factors bave all directly conmbuted to highlighting Loras®
suppor proolems whule raising expectations. The major (actars ars these:

* Lotus products are increasingly used as a platform for high business-value, mission critical
solutions. As a result, custamer tolersace for proolems is Jow, and when they oceur, the tost
1o these customners is high.

* Aspartof [BM, Lotus is experizncing raised expeetations from customers arourd suppar.
Enterprise cusiomers are accusiomed o industry leading support from [BM and they expect
parnty programs from across all Lotus produce sets.

* Lotus’ invesooent in suppon over the past few years hes not £eTT pace witk the annual 100%
growth raie in the groupwass installed base as well as the mieration from deskiop products ta
the roore complex commurications product set,

While meeting wday"s ne=ds, Lotus will ransform cusiomer SUPPOTL inTo 1 powesful.
competitve, difersatizted antty scaled for an inscatled base beyond 30 millien users. Today, our
“antach rate™ for Suppont (i.e., those customers who acquire Support contracts) is less than 1084
This is partly the case because we bave unbundled Support from Maintenancs (new rel=ases, bug
frees, etc.), and party from dissatisiaction. This represents both 2 seRous problem and a

. -+ substantia} cpooroenicy.
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@R 11007 Lons s investine an addiinal 51 2Smithen in SuppessThis is an iocmmaanl il ..
T I idorease to e base plan. This nvestment qeustaces into ag annualized run rats of a 40%
increase 1o the base plan which is m additien 9 2 1997 over 1996 incrmas= of 23%. The wajor

irifatives for improving sugpost are as follows:

Egterprise Suppurt Ofthe S12.5M in locremental funding, futly 59.0M will be used for
resource infrastueture to improve direet delivery, The infrastruciure with ncluds aralvsss for
electronic support and senior wechnical analysts. It will also fund the establishment of worldwide
Tmergancy response teams, fisld support services, escalation teams, Suppert account managers
and staffing for cnitical sitadons. Ope tme overhead expeoses associzted witn ths
infrastrucrure will be tocused onaggressive meruiting, retendon strarezies and signifcant
waining. There will alsa be invesment in the UT platform supporting the worldwids call cenr=m.

IBNM & Albances: Toe additional 53.5M will be used 1o Gnd 2 strategic 2lizncs ard an
implementation sfort. The implementzton team will address TBM, business parters, [SO
czrtificanion and imemal Lotus issues.

*  Lotus will leverzge EBM by sharing best practicas, aligning support provedurss, developing
Joigt support offerings and utlizing the global resouwces of IBM.

* Lotus will also leverage 2 broader range of allianees and business paciners. Lot will wnlize
majer systere vendors that bave developed multi-vendor sunport businesses to provide first
line support 1o their own installed base. Lotus will also leverage raditional business parmers
to provide support to small a0d mid-sized arganizations. Latus wil} provide tools,
cerdficaton, and level wo and escalation support v all business parmers.

Organizational Aligpment: The Lonus custgmer support structure will be realiened to address
suppor prablems on a global basis. Call centers, the sales cFon and all clerments of snterprizc
suppoct delivery will be consolidatzd and managed on 2 global basis, Addibonally, the
implercentation team will build dghter linkages between customer suppert and development,
sales and IS.

Metrics: The implernentadon team will also address customer satsfaction and other metrics 1o
traci progress and implement marketpiace suzgestons concermung ths Lonis support offzrings.

Lotus cxpecers that the results of these quality initiatives and additional fundiag will resultin
improved customer sarisfaction, a diferentiat=d Suppon provider, offerings and pncing soucrures
that me=t cusiomer demand thereby leading 10 more significany amach, peoetration and r=nzwal
rear=s and an ongeing profitable business unit that makes customess desire o do business with
Larus because of its premier support
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