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Welcome to our quarterly Newsletter, the second of 2006. We are happy to share with you our exciting 
news and events that have happened this past quarter. Last month we welcomed some of you to our 
Customer and Partner meeting, entitled The Jacada WorkSpace Experience, in Buxted Park, East Sussex. 
It was a great opportunity for us to meet you and for you to learn about our new developments and to 
share some fun activities too. From your feedback we understand you valued the vision and information 
you gained during the event and we look forward to welcoming you again next year; the release of Jacada 
Fusion 3.0 and Jacada Workspace 3.0 has generated impressive press coverage; Paul O’Callaghan was 
appointed as President and more…

CUSTOMER AND PARTNER MEETING
We would like to thank those who were able to attend our annual partners and customer event. We believe 
that the dynamics and interactions at the event have strengthened the bonding and the communication 
between our companies. The participation of our partners from UCMS Australia, Avaya India, Spescom 
South Africa, BT France and Steria France, Selesta Italy & Spain, Datapoint UK, bringing along with them 
customers and prospects, presenting customer case studies (Vodafone, Hutchinson) have greatly 
contributed to the success of this event.

 If you are interested in joining our 2007 event, where we will present several WorkSpace Case Studies 
from new customers, please send your details to: marketing_international@jacada.com and we will take 
care of notifying you about the event in due time.

CUSTOMER NEWS

Credem S.p.A.  
Jacada recently won a major contract with GISS, the Spanish Ministry of Labour and Social Security. 
GISS will be using the Jacada HostFuse (formerly Jacada Integrator) application integration and process 
optimisation platform to improve and simplify processes supported by GISS applications and will help 
Social Security’s 40,000 employees to access all of the ministry’s resources and applications and automate 
cumbersome service and administration processes. 

Leading International Financial Company 
selects Jacada Fusion 
Will integrate all lines of business to save time, improve efficiency and enhance 
service for its customers in a worldwide project

Using Jacada’s leading process optimisation platform to improve and simplify processes through the 
non-invasive integration of different business line applications - including equity, bond systems and credit 
there will be a significant reduction in customer service turnaround times and improve agent efficiency – 
which will enhance the overall customer experience. It will also ensure that the company minimises manual 
errors, to help save costs and increase the quality of its data. The order was signed as part of the institution’s 
global initiative to shift its business focus from products and solutions to a much more client-oriented 
approach. The Jacada Fusion solution will enable it to redesign its processes to ensure customers receive 
an effective and coherent service from agents who have full access to all of the information that they need 
through a single user-interface.

PARTNER NEWS

Jacada selected for membership in Avaya 
DeveloperConnection Program
Jacada is selected by Avaya Inc. a leading global provider of business communications applications, 
systems and services, for membership in the Avaya DeveloperConnection program. The Avaya 
DeveloperConnection program promotes the development, compliance testing and co-marketing of 
innovative third-party products that are compatible with standards-based Avaya solutions. Member 
organisations have expertise in a broad range of technologies that includes IP telephony, contact centres 
and mobility applications – helping companies extend the value of multivendor networks and transform 
voice into a business application that delivers true value to the bottom line. Read the full news release 
here.

NEW APPOINTMENT

Jacada recently appointed Paul O'Callaghan as President to head its worldwide sales, service and support 
operations. O'Callaghan brings to Jacada an outstanding reputation for building quality organisations and 
developing winning go-to-market strategies, as well as a strong track record in sales acceleration in 
established market-leading companies. To learn more about Paul O'Callaghan, read the full news release 
here

 
ANALYST COVERAGE

Jacada WorkSpace Recognized in Magic Quadrant for 
CRM Customer Service Contact Centre Solutions. 
April 27, 2006 - Jacada Ltd. announces that it has been positioned by Gartner, Inc. 
in its 'CRM Customer Service Contact Centre, 2006 Magic Quadrant'1 report.                        
Next Generation Agent Desktop Scores Top Honours from Call Center Magazine

"We are extremely pleased to see this level of market acceptance and recognition, especially given that 
Jacada WorkSpace only recently became generally available," states David Holmes, executive vice 
president for Jacada. "We feel this is indeed confirmation that the unified agent desktop is an important 
solution for contact centre operations that want to get more out of their existing contact centre and CRM 
investments, while improving agent efficiency and customer satisfaction." Thanks to all our customers 
and supporters in helping us get this prestigious recognition.

 

Butler Group: "Jacada Fusion is a radical solution that 
does not require a radical re-engineering exercise." 
New Technology Audit from Butler Group: A Special Report About Jacada Fusion 
and Jacada WorkSpace

Much of the buzz surrounding the momentum of Jacada in customer service environments has centered 
on the dramatic operational efficiencies that result from open architectures and next generation desktops. 
Customers, industry publications, and analyst firms alike are publicly acknowledging the effect that 
innovative Jacada solutions have on both employee productivity and customer satisfaction. Now the 
global analyst firm, the Butler Group, has released a Technology Audit of the recently released versions 
of Jacada WorkSpace and Jacada Fusion.

   
JACADA IN THE NEWS

Jacada Wins Spanish Contact Centre Contract 
By David Sims TMCnet Contributing Editor
Jacada Ltd., a vendor of application integration and contact centre products, has announced a contract 
with GISS, the IT Department for the Social Security of the Spanish Ministry of Labor. 
GISS will be using Jacada HostFuse (formerly Jacada Integrator) to improve and simplify processes 
supported by GISS applications. The project will help Social Security employees to access all of the 
ministry’s resources and applications and automate cumbersome service and administration 
processes. 
Read the complete article at: http://news.tmcnet.com 

Jacada Leads the Way to Next-Gen Contact Centre 
Productivity
Erik Linask, associate editor for Internet Telephony magazine kicks off his article entitled "Jacada 
Leads the Way to Next-Gen Contact Centre Productivity," by stating that "Contact centres, very soon, 
are all going to demand that the next generation of their contact centre desktop be an interaction hub 
built on an open architecture that leverages the latest advancements in Web technology, and can be 
extended out of the contact centre into the enterprise and beyond." The article covers Jacada 
WorkSpace 3.0, highlighting the Universal Agent capability and Web 2.0 rich-client foundation that 
Jacada WorkSpace now provides.
Read the complete article at: http://news.tmcnet.com

Joe Fleischer, chief technical editor for Call Centre Magazine, covered the Jacada WorkSpace 3.0 and 
Jacada Fusion 3.0 news in Call Centre Insider, Call Centre Magazine's electronic news source.

Jacada Fusion gathers information that agents typically view while they assist callers, such as 
customers' records or inventory databases. Fusion brings together this type of information, which often 
comes from a variety of sources and applications, so that agents can easily view it in one place. 
What's more, Fusion lets you share data that multiple applications have in common, like customers' 
names and contact information, so that agents don't have to enter the information more than once. 
Read complete article at: http://callcentremagazine.com

Jacada WorkSpace 3.0 and Jacada Fusion 3.0 have also been covered in the following publications:  
http://www.contactcentreworld.com 
http://www.contactprofessional.com
http://www.contactprofessional.com
http://www.ebizq.netl
http://www.realmarket.com/news
http://www.tmcnet.com
http://www.tmcnet.com

Elsewhere this news was covered in Germany: 
http://www.call-centre-expo.de 
Businessportal24  
openPR.de  
Verivox 
PR Inside  
Presse Mitteilung 
News4Press.com  
 

JACADA EVENTS 

Jacada will be attending the following events, if you would like to know more, set up a meeting or 
register to attend any of the following events, click on the links below or email us at: 
marketing_international@jacada.com

PARTNER EVENTS

Selesta Italy
Jacada’s partner in Italy, Selesta has been hosting with great success contact centre tour that features 
Jacada Fusion 3.0 in a number of different locations around Italy:
Florence, June 20th and Padova, June 21. The forthcoming seminars will take place
in Bologna, September 5th and Turin, September 12th
To register please click here

Avaya India
Jacada’s partner in India, Avaya sponsored a Marcus Evans event, BPO Technology,  June 26-27 in 
Bangalore, India. A presentation  on "Next generation Unified Desktop" was given by Shemer Katz, 
Director of product management at Jacada and Jacada’s products were demonstrated at Avaya’s 
booth in the exhibitors’ area.  For more information about the event please click here.

Australia
Jacada partner UCMS Australia is sponsoring a major Contact Centre event, G-Force APAC 2006, 
August 15-17  in Melbourne, Australia. For more information about this event, click here

PAST EVENTS

Call Centre Executive Forum 2006: 10-13 May, Oriana UK www.cce-forum.co.uk.

IT Director Forum: 17-20 May, Oriana UK www.itdf.com.

Call Centre & Customers Service Forum - Ireland. Dublin: 12-13 June www.forumevents.co.uk.

FORTHCOMING EVENTS

Jacada Customer event - Germany, Munich, 14 July, "The Jacada Driving Experience." An overview 
of BMW Driver Training: to learn more, please click: http://www.bmw.de 
To register, please contact: marketing_international@jacada.com

ICS Annual conference 2006 - London, 10-11 October, 2006: To register and download the 
conference agenda, click: http://www.instituteofcustomerservice.com

CCA 12th annual convention - Edinburgh,14-15 November, 2006
For more information click: http://www.ccai.org.uk
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