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It's funny how things evolve in the Such is the state of the CTI industry.
high-tech industry. Every so often, welWe don’t want to manually dial or
stumble across a “new technology’answer the phone anymore, because
that is proclaimed to change the worldve've seen the power of a great CTI
as we know it. Immediately, aapplication. Unfortunately, CTI appli-
research group does a study on theations aren’t cheap. They require
usability of this technology and fore-skilled installation and special hard-
casts how much money it will bring toware, and most applications are very
the industry. complex. CTI pundits shouldn't com-
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reported that the CTI industry was ecause that is the current reality of
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PUBLISHER’S
OUTLOOK

THE EQUALIZER:
CTl IN THE SOHO ARENA

ortune-dass companies taknote:smaller companies artaking
advantaye of CTI to mae in on yur teritory! Many people hae
obseved tha smaller companies tend to be nierithan lage companies,
and this tendencis being einforced ly CTl, a tedinolagy tha gives eery-
one (not just cqrorate gants) fexible and paverful comnunicéaions dilities.

This navs mag not be velcome to telecomnuting with suspicion. He can
large coporations, but thee is a siler someone be a seus and poductve
lining. Large companies can also parmember of society if thework in their
ticipate in the SOHO (small pajamas all dalong?Well, we'll simply
office/lhome dice) phenomenon.df have to gt over suh prejudices.
example we will soon hae tedinology  Alread), legislation has been passedtha
tha will allow ary remote PC and/or promotes telecomating. For better or

6 CTI™
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phone to become axtension of a cer
porate PBX. SOHO is dving profound
changes in the wy we work, and indt
viduals, small companiesand lage
companies & all revaluding their
options.

WHY IS SOHO ASSUMING SUCH
IMPORTANCE?

Tedhnology alone cart’ account ér
the gowth of SOHQ Raher, technolo

worse we will be using telenolagy that
allows us to wark from our homes.

* The rise of tw-income amilies.
Dedining living standads hae made
two-income &milies moe the ule than
the eception. And it's no suprise tha
suc families ae under a lot of sin,
especialy those with bildren. For sut
families, time saed from unnecessgr
comnuting can be deted to unning
errands, helping a bild with home

gy is responding to a social demandwork, reducing dgcare and bhysitting

and this demand can beétrdouted to
varnous factos:

e The need to consee enegy and
reduce pollution.Anyone who com
mutes to verk knows tha traffic is

needsetc Now that's “family values.

e The trend tavard dawvnsizing/out
sourcing. From a social esponsibility
point of view, the meits of this tend
are débaable, but no one can denit's

murder. It's not umisual to hear people hgppening  Mary  “downsized”

complain thathey spend tw, three or
even four hous eat day getting to and
from work. Moreover, we ae poisoR
ing the \ery air we beahe and ve ae
depleting our pecious bssil fuel
reseves. One anger to these @ssing
problems is telecomuiting.
Of couse mary people egad

employees hae ventued forth on their
own, and some \&en enjy the autone
my they gain. Reardless, everyone
who tales this oute should ppreciae
wha SOHO CTI aplications can do
for them. SOHO CTI can eble inde
pendent wrkers to assume tasks tha
Contirued on pge 104

Subscribe FREE online at www.ctimag.com



XANTEL
4/C

Subscribe FREE online at http:/ /www.tmenet.com CTI™ Vol.1(3) 7



XANTEL
4/C

8§ CTI™ Vol.1(3) Subscribe FREE online at http://www.tmcnet.com



XANTEL
4/C

Subscribe FREE online at http:/ /www.tmenet.com CTI™ Vol.1(3) 9



CC:

BY TOM KEATING

File Edit View Insetr Format Tools Compose Help

| Times < [0 -] B|7|ulcy i=|=lE [ = =]
To.. CTI Subscribers
Cc. Active Voice; Altigen; Applied Voice; Automatic Answer; Cobotyx; Microsoft; Lucent; MediaMail; Octel; RealAudio; Others

Subject | Unified Messaging's Impending Triumph

nified messaging will be huge. But how soon?
That depends on at least two factors:

1) The speed with which remaining integration
difficulties are resolved.

2) The time it takes potential users to appreciate that
unified messaging is no “bleeding edge” technology.
It is, in many instances, ready to go right now.

These issues are already beingetrieve voice messages, and then
addressed. And, as we will see, unifiettrudging off to the fax machine to
messaging is bound to draw additionaletrieve their faxes. The waste is stag-
interest with the appearance of Internegering and, more to the point, com-
applications that have unified messagpletely unnecessary.

ing capabilities. Implementing unified messaging
delivers a dose of sanity to the harried
SUCCESS IS INEVITABLE world of business (see the table entitled

Unified messaging can't missHow Unified Messaging Can Simplify
because it addresses an urgent neexbur Life. Unified messaging allows
People are overwhelmed by the quantidsers to send and receive voice, fax,
ty and variety of messages they receiveand e-mail messages from one pro-
Indeed, as office workers struggle tagram. Voice mail, for example, can be
respond to all their messages, they staghcoded in several ways, such as in
to look like the plate-spinning acrobatsWAV files, in a unified mailbox.
who appeared on the Ed Sullivan show.WAV files are particularly convenient
(This comparison can be unfair. Afterbecause any computer with a sound
all, office workers, unlike the acrobatscard can play them.) If your unified
frequently let the plates fall.) messaging platform conforms to e-malil

Disparate messaging systems prestandards, you can even forward voice
sent another problem: they wastenail and fax to someone who doesn’t
time. Add up all the time peoplehave unified messaging.
spend logging onto their e-mail soft- With unified messaging, users
ware to retrieve e-mail, then loggingwill be relieved of the burden of
on to their voice mail systems tokeeping track of disparate messages;

10 CTI™ Vol.2 (1) Subscribe FREE online at www.ctimag.com
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furthermore, they’ll be free to cen review of Active \ice's TeLANophy
in the CTI Labs section of this issuewith things related to the Internet may
We had more than a little €ifulty
to our favor Why? We are now seeing the

centrate on productive work.

WHY HESITATE?

CC: BY TOM KEATING

hooking up ELANophy

industry Ironically, this fascination

start to work in unified messagirsg’

It's amazing to me, given the state o€omdial DXP switch.) Once the hard emegence of unified messaging appli
technology we have ngwthat more ware vendors start to make hardwareations that are based orel\browsers.
businesses have not implemented- unihat is less proprietary and that eon
fied messaging solutions. But that willforms to industry standards, these prodJNIFIED MESSAGING MEETS

soon change, as technical fdifilties

are resolved and unified messaging’
benefits become widely appreciated. Getting Attention
Despite its obvious benefits, unifiedreceive messages. But, in combination

Resolving Integration Issues

lems will happen less frequently

THE INTERNET
Unified messaging, by itself, is capa
ble of transforming how you send and

messaging is not in the spotlight. No, avith the Internet, unified messaging

Part of the problem involves legacypresent, everyone is paying attention twill be unstoppable. Here are a few
systems, or lge investments in fax applications that are related to thareas in which CTl-enhanced message
servers, voice mail systems, or e-mailnternet. Everything from IVR-style handling and the Internet are combin
packages which don’integrate well Internet applications (which | refer toing their strengths:

with each other Thats starting to as

IHR, or

interactive hypertext

change nowbut there still are someresponse), to Internet telephonio PC-Based PBXs

integration issues. (For a description ofetrieving voice mail over the 8% has

Some of the new PC-based PBX ven

a typical integration problem, see ouall been getting tons of press in the CTtlors have demonstrated incredible inte

ow Unified Messaging Can Simplify Your Life

Disparate Messa ging Systems

Unified Messa ging

Logon Voice mail,e-mail,and fix systems arall You no longr need to Igon to multiple
separate, which means it tads extra time to  systems to etiieve different types of mes
logon to segeral systemsYou might also sages.You logon once with one passord.
have to emember naltiple passvords.

Interface You're oliged to use a pmitive telohone  One word: GUI. Having all your messges

keypad Dr functions sule as st brward,
rewind, save messge, etc

accessite from a simple-to-use GUI mak
unified messging easier than using a
keypad to etrieve wice mail.

Search Capabilities

Existing wice mail systems l&cseach
cgpabilities: You nust scoll through saed
messges one ha time Even if you hae a
fast brward or skip-to-n&t-messge fea
ture, the leypad is an indicient interfce if
you're looking br a paticular messge.

You can visuajl scan all pur wice
messges,which can be aterd ly dde,
time, or even a calles name (Wich can be
displayed in your inbox via a caller ID and
daabase lookup).

Notification

Usuall a Hinking red light on ypur phone
indicates n&v voice mail,but your phone
will not tell you when the mesgg was
delivered or vho sent it until yu logon.

Immedide notiication of wice messges
and Bixes,all with time and dee stamps.
Some systems can indiedhe name and/or
number of the caller

Organization

12 €TI™ Vol.2 (1)

Messaes of diferent types a scédtered
acmoss nultiple systems. Ean the most
organized peson has tube keeping tradk
of dispagte faxes,e-mails,and \oice mail
messages. Pioritizing is difficult.

All voice mail,fax, and e-mail mesges
are in one cendl locaion. The aility to
organizz messges as ne, old, or saved
allows for better pioritization.

Subscribe FREE online at www.ctimag.com




messages may hecome as ubiquitous as the
phone, and managing all your messages will
be as simple as handling your e-mail.

GUI interfaces giving you access to all your

gration between the Internet and their Listeners used this form of
respective platforms. Altigen Com-RealAudio to tune into distant radio
munications (wwwaltigen.com) has stations and play an untold number of
come out with Altiserva system based records. But now we're seeing business
on Microsoft Wndows NT Being based applications such as MediaMasl’
on NT allows the server to perform mul Internet Message Center (wwaedia
tiple server duties, including those of armail.com). This application features a
Internet serverThe coupling of these mixed-media V&b browser interface
once disparate systems into one compuhat incorporates e-mail, voice mail,
er allows us to exploit new paradigms irand fax. Since this product is browser-
how we handle our telephony systenmbased, it can work with any standard
For example, we can use @&lbrows supported by the latest browser tech
er to configure the telephone system anablogy.

make parameter modifications on-the-

fly from remote locations. This PC PBXCONCLUSION

supports unified messaging over the When businesses realize how much
Internet out of the box. No additionalmoney they can save by implementing

equipment is needed. unified messaging, we’ll see applica
tions of this type on every desktop. No
Forwarding \Voice Mail doubt many of these applications will

We take our ability to forward e-mail be Internet-based.
for granted. (Thas because interna  Consider the latest rave in the comput
tional standards, such as SMTROR er market: network computers (NCSs).
and MIME, impose some uniformity These are designed to provide low-cost
over how e-mail is sent, received, andccess to the Internet and basic process
encoded.) But forwarding a voice mailing functionality Web TV devices also
message outside your ownfiof or promise to deliver low-cost Internet
into your ofice is another story access. As these devices become more

Octel (wwwoctel.com) has tackled pervasive, it will be possible to retrieve
this problem with OcteLink, a productall your messages from anywhere in the
that allows disparate voice mail sysworld. Easy Internet access can be set up J
tems to send and receive voice main a pay-per-use basis in hotel lobbies,
from one anotherThose of us that do airports ... whereveGUI interfaces giv
not have a unified post fide at the ing you access to all your messages may
moment can use OctelLink to transfebecome as ubiquitous as the phone, and
messages to each other managing all your messages will be as

simple as handling your e-mail.

Exploiting RealAudio

RealAudio, already well known to  For information about free subscriptions, call
diehard Net surfers, is beginning toour customer service department at 800-243-
enjoy business use. Early versions af002 (toll free) or 203-852-6800, or visit our
RealAudio, a compact audio formatweb site at www.ctimag.com. Contact the pub-
allowed you to listen to sound playedisher, Richard Tehrani, or the editor, Kevin M.
in real-time over the Internet. ¢¥ can Mayer, with questions or comments about CT/ ™
download a free RealAudio playere-mail (addressed to rtehrani@tmcnet.com or

from www.realaudio.com.) kmayer@tmcnet.com) is always welcome. W = I
A~

Subscribe FREE online at www.ctimag.com

CTI™

Vol. 2 (1)

13



TELEFORUM

UNIFIED MESSAGING:
THE NEXT KILLER APP?

good friend of mine once supplied me with the

best working definition for “killer app” | have

ever heard. Since my friend is known to turn a

colorful phrase on occasion, | cannot reproduce

his comment unedited, but it goes something like

this: “I'll know it when | see it.”

BY ROBERT H. FRITZINGER,
VOICE TECHNOLOGIES
GROUP, INC.

My own experience is entirely con-fascinated by their design and imple-
sistent with my friend’s view. | am mentation and how long | continued
old enough to have a closet full of oldto find new uses for them.
computers — mostly old Apple lls,

A lot has been written about the lack

Macs, and early PCs. One in particuef killer applications in recent years.
lar, the old IBM PC AT, is my The initial appeal of software like
favorite. It still has two programsSideKick was that it thoroughly
installed on it that | consider to beexposed a capability of the PC that
prototypical killer applications: most were only dimly aware of, the
SideKick and 1-2-3. Both productsTerminate and Stay Resident (TSR)
proliferated very quickly after their program. The capabilities of our
initial release; both enjoyed criticalequipment and their operating systems
acclaim and commercial successare now so well documented that such
Rapid commercial impact contributedsurprises are no longer possible.
to their cachet, but for me one thingrechnical gimmicks no longer
that distinguished these productémpress. It now takes sheer genius in
from others is how long | remaineddesign and the evolution of a whole

Unified Messaging

Intemet
Email

Intemet Client/Server

Fax at

Integrated

[ Digtal Swatches Email LANS

Voice Mail Desktop
: ; Fax
Analog Switches Vaoice Mail Machines PCs

Private :

T8 | Flgure 1. Unified messaging
as the link between telecom-

munications (left) and com-
puters (right).

14 €TI™ Vol.2 (1)

new class of product to allow the
“killer app” label to applied. Until
recently, | harbored suspicions we
would never see another again.

Until we installed unified messaging
at our company, that is.

HISTORICAL BACKGROUND

There is a temptation to call unified
messaging the next generation of
voice mail. But unified messaging is
much more than that. In fact, the
advent of unified messaging signals a
basic change in the development and
implementation of communications

Subscribe FREE online at www.ctimag.com
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TELEFORUM

technolagy. Thus,if we ae to under
stand vhat unified messging is really
all about,we need to place it in histor
ical pespectve.

Most companieswn or lease infr
structure for two different netverking
cgpabilities: telecomnunicaions and
daa comnunicdions. For millions of
small companiesthis is a lky tele
phone system and a collection of pe
sonal computer on a local a&a net
work (LAN) shaing a pinter resouce
For some lage husinessessophisticé
ed pivate phone netarks and dta
Intranets on wide @a&a networks
(WANSs) are required For most lisk
nessesthese netwrks remain lagely
separate and completglhetengeneous
even though thg may be caried on
common tanspot.

Today's telecommnicaions indus
try (Figure 1, left side of digram)
deiives flom a heitage of regulaed
monopolistic industr practice The
resulting mainfame design andased
architectue philosoply of PBXs ae
not suprising gven this bakground
Nor is the elaive ladk of value-adled
capability.

The computer industr (Figure 1,
right side of digram) eolved moe
rapidly, but in a hoty competitve and
unregulaed lusiness erironment. It is
no suprise therefore, tha tecnolo
gies like mainfames,minicomputes,
PCs, LANs, and dient/sever hae
evolved into successful miegtplace
solutions moe rapidly than the modest

# PremisPC Messages SIS E3
File  Personal Send View
Voice = Fax | EMail |
Urgent || O [ O | 0
_ New || 0 0 0
Saved | 0 [ 0 [0
Deleted | 1 | 0 | O

Figure 2. An example of how a
unified messaging application

can organize your messages.

“anything,” “anytime,” “anywhere’
and“anyway” functionality These di
ferences dont’just set unied messg
ing goatt, they recommend it as the xte

killer app.

Anything

| receve a constant ifdw of infor-
mdion, the majoity of which comes to
me via e-mail,fax, and wice malil.
Infrastucture changes,with their asse
ciated had and soft costshave been

with no loss of esponsieness in our
compar. Remember thalinking light
on your phone? I8 a thing of the past.
Screen-based dispjs, like the one in
Figure 2,are the futue.

Anytime

Traditional wice mail and e-malil
have alvays pemitted the subsdver
the aility to retieve and compose
messges & ary time. They have also
pemitted the caller to laee a messge
at ary time. Fax has been pblemdic,
but with its integyration into the unifed
messge stoe, tha problem is nav
solved. You should look to gur
new unified messging system or
more, however.

Ours indudes the obious pajing
and messge notiication and delery
cgpabilities. Wheneer a messge is
labeled ugent ky the senderthe sys
tem undetakes a set of m@pro-
grammed actions to dekr an aletrto
the gpropriate recipient. Our system,

nified messaging is the first
Uapplication to drive the convergence

of telecommunications and data
communications networks.

required to insue reliable delvery of
all types of commanicaions to me In

PremisMail, also pemits me to #ac
these notitation caabilities to ary

genertional dhanges made pthe tele paticular, fax can consume consider messge from a paticular indiidual.

phone systems mafactuers. It is also
no suprise tha advances in adjunct
equipment ér telgohone netwrks,
such as &x and wice mail, actualy
tradk technolagy advances in the com
puter industy.

With the widespead aailability of
the Intenet and its apid commecial-
ization via theWorld Wide Web, the
stage is set ér an g@plicdion cegable
of building a vidle and verkable
bridge between both netarks and
their tetinolagies. Unifed messging
is the frst gplicaion to assume this
role, to seve as the impetusof
network corvergence

THE NEXT KILLER APP

Unified messging is unlike tradi
tional wice mail in bur distinct vays.
For the puposes of this #icle, these
points of distinction a designted

16 €TI™ Vol.2 (1)

able soft costs in argwing compag
since it nust really be manipulted in
much the same ay as taditional malil,
but with an aded time impeative.

The olvious impact of uniéd mes
sajing is thd |, as a subsdrer, can
manage all of these comuomicaions
consistent and contimously using a
single softvare tool. For me unified
messaging paid br itself when | eat
ized | no longr needed to edge of to
the photocopier tdforward” a fax
messge!

Don't view unified messging simply
as a cowenience pplicaion for sub
scilibers, however. View it as an enaler
for your dient baseWe did not install
unified messging to male ny life sim
pler. It was installed to pemit our
clients and endos to comnunicde
with us on their tens, in their avn
way, and accatling to their n needs,

You mg be too modest to teel your
messge as ugent, but | may want to
be informed instany!

This theme is impdant. Traditional
messging systems heae left the sender
substantial} in contiol of the tansae
tion. While the ecipient has had tools
to mange the mesgge, he/she has had
little power to mange the tansaction
itself. Unified messging changs the
rules because of the wer of the PC
interface and thelality the subsdber
has to pogram his/her behédor. The
caller is still king but the subsdber
now has a hand in magiag the tans
action to fulfllment.

Anywhere

In the past it took me tee phone calls
from a hoteloom to tied all of my mes
sagges: a call to wice mail,a call to ny
secetar, and a RAS session thek e-

Subscribe FREE online at www.ctimag.com
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yd| 3 :
"8 B |ApenowichKathy | 1255/ | 1502
& 5 | Colemonlim | 12/5/96 | 1458
[FAX]| 0 |*FaxToVoice | 12/5/96 | 15:06
g\ 8  ApenowichKathy | 12/5/96 | 958
| | i
|

mail. It nov takes one calland tha call
can be fom either a phone or a PC.
Much to my wife’s dismg,
PremisMail also intudes MVIP-based
switching capabilities and a sophisti
caed “Find Me” capability. | have the

Figure 3. An example of how
a unified messaging applica-

tion can display information
about your messages.

notice: Encouege the degelopment of

ability to log into the system andthis tedinology. Given the sophistica

inform it of my locdion either via a
touch-tone inteaction or a emote
access session. lfrfel Me is actvated,

the system will witch an incoming call
to my tempoary locaion, making it
much less a mesgmg system and
more a pesonal assistan¥ou ma/ be

willing to leave me a messga, but |

may want to talk with pu!

Anyway
Much has been \itten aout unifed

messaging’s ability to make wice mail,
e-mail,and fix available through either
a telgohone or PC &msactionWith our
new system,| can access yn entire
messge stoe via telphone Fax OCR
and tet-to-speeb corversion ted-
nologies ae used asaquired and | am
able to listen to g e-mail and g fax,
including the entie bod/ of a fax mes
sage. With a nmultimedia PCJ am ale
to view e-mail and &x images and lis
ten to ny voice mail. | can also cutite

tion and cpabilities of the PCit quick-
ly becomes the pferred teminal from
which you process all mesgas. | hae
head stofes @out unifed messging
systems being installed sinypgbecause
the PC interdice pemits nonsequential
access toaice messges!

FUTURE OF MESSAGING

The futue of unifed messging is
bright. There ae no signiicant had-
ware, software, or cost bariers pio-
hibiting wide d@loyment of the ppli-
caion. Ewlving standats for video,
voice over Intenet,and fix on Intenet

nize messge stoes.All prompts will
be updéed and all messge folders
will be updded including the deliery
of messges composedof you on the
office madine

Because uniéd messging is based
on standats sut as MAPI ther is no
barier to the cedion of multimedia
messages. This opens up thexeiting
prospects.creaing a speadsheet with
embedled video and audidips, trans
mitting it to a commnity of uses with
common inteests,and eceving feed
bad in various mediums.

Unified messging is deally the frst
in a nav wave of gplications tha will
be LAN-centic in design,philosoply,
and implemention. It will not be a sim
ple tel@hory system adjuncthe impli
caions ae rumewous. Widespead sup
port for this type of pplicaion by oper
aing system gndos with tedinolagy
like TAPI, TSAPI, and &va insues its
quick development and adhemce to
commecially viable standads.
Emeging trends brcing the cower-
gence of netwrks into a singlepadet-
switched customer netwk suppoting
all daa, voice and video commmica
tions insues tha this gplication will
eventually reduce itself to softare only.

Ther is a uniled messging system
in your futue. As cost constints and
technolagy barriers fall away, the ail-
ity to comnunicae, manae comnuni-
cdions,and seve dients — while tak
ing adrantaye of arything, anytime,
arywhere, aryway functionality —
will become the naon rather than the
exception.

Robet H. Fritzinger (fritzirh@vtgcom)
is executve vice pesident of\oice
Tedchnolagies Goup,an industy leader

pemit the indusion of other media asin the deelopment of inneative PBX

well as the immedig use of the
Intemet as a @ndorindependentgate-
way” between unifed messging sys
tems. Kneov my Intemet adiress?
Forward any content to megand | will
respond to it.

The eolution of single-line boad-
level TAPI-based systems @mises the

from a fix and paste it into a documentlelivery of a wave of small ofice/home

for further pocessingSo,not only will
the annging Hbinking red light dis@-
pear the geeting tha says “you hare
one n& messge” will be replaced
with a displg like the one shen in
Figure 3.

PC and modem maifactuers tale

Subscribe FREE online at www.ctimag.com

office (SOHO) uniked systems thawill
be tightly integrated with ofice sys
tems. Imgine when your home PC can
angver using the mmpts of yur ofice
madine and ta& messges br you.
When you RAS into the dfce, log into
your workgroup softvare and syniero-

and wice pocessing intgration solu
tions, as well as intgrated systems
solutions ér the mpidly evolving CTI
marketplace For more information,
contact Voice Technolagies Goup &
716-689-6700 or visit the compgs
Web site & wwwvtg.com.

For information about free subscriptions, call
our customer service department at 800-243-
6002 (toll free) or 203-852-6800, or visit our
Web site at www.ctimag.com. Contact the pub-
lisher, Richard Tehrani, or the editor, Kevin M.
Mayer, with questions or comments about CT/ ™
E-mail (addressed to rtehrani@tmcnet.com or
kmayer@tmcnet.com) is always welcome. B
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ALLIANCES/ACQUISITIONS

Industry Leacders Band
Together In IT Rapid
Deployment Drive

VocalTec, Ltd. announced its
founding membership in the Voice
Over IP (VolP) Forum, a cooperative
coalition of Internet, telephony, hard-
ware, software, and networking
industry leaders, which is intended to
create and drive rapid deployment of
a set of standards for the compatibili-
ty of Internet telephony (IT) prod-
ucts. In addition to VocalTec, found-
ing participants include Cisco
Systems, Dialogic Corp., and other
industry leaders. The 40 initial mem-
bers have joined forces based on thei
shared interest in accelerating the
growth of telephony applications
over the Internet, corporate Intranets,
and bridging to the regular or public
switched network.

The VolP Forum will work
towards an implementation agree-
ment that incorporates and extends
existing standards and elements of
the International Telecommuni-
cations Union H.323 interoperability
standard, industry-accepted codecs,
call management, and other issues.
For more information, contact
Simona Wilrich (VocalTec)
at 201-768-9400.

Alcatel Telecom Allies
With Data Logic For CTI
Software

Alcatel Telecom has announced a
strategic alliance with Data Logic
Ltd., wherein Alcatel will supply and
support Data Logic’s Easyphone inte-
grated call management software
with its own 4400 PABX platform.

“The strategic alliance with Data
Logic will allow Alcatel Telecom to
offer customer applications, which
take telephony from being a passive
part of the business, to being at the
very core,” said Perry Burns,
Director — Large Voice — of Alcatel
Telecom.

Easyphone is a single integrated
call management software product
which provides solutions for inbound
and outbound call handling, call

raccelerating adoption of computer

Dialogic Offers Computer Telephony Training
And Certification Program For VARS

Dialogic Corp. announced what it is courses will combine formal lectures
calling the first computer telephony  with hands-on lab exercises to provide
training and certification program for the most up-to-date information about
value-added resellers (VARs). The  the market, products and services, CT
program is open both to VARs alreadyapplication solution design, and imple-
offering computer telephony solutions mentation and deployment strategies.
and to network-based/PC resellers  The classes will be taught by seasoned
looking to expand into new markets. professionals with extensive industry

“A comprehensive VAR training experience.
program is an essential step toward For course registration and
information, as well as an overview of
telephony solutions,” said Sam Liss, the new certification program visit
vice president of corporate marketing http://www.dialogic.com. A complete
at Dialogic. 1997 catalog will be available at the

Dialogic CT training and certifica- Web site. Alternatively, call Dialogic
tion programs will include several at 1-800-553-8004. For more informa-
types of endorsements and levels of tion, contact Rosabel Tao at 201-993-
certification to meet the varied needs 3000 x6320.
of VARs and their technical staff. The Circle No. 500 on Reader Service Card

>
>

Alpha Technologies
Introduces New Wall- ,
Mount UPS System E
.4
\

Alpha Technologies has announced
it is introducing Nexsys — a wall-
mount uninterruptable power supply
|
h

(UPS) designed for today’s telecom-
munications applications. The product
is designed to protect key systems an
other mission-critical communications
equipment from damage due to line
noise, surges, spikes, and brownouts.
Nexsys provides up to two hours of
internal runtime, in the event of com-
plete utility loss, and more than eight
hours of backup from optional wall-

\

such as battery condition, input voltage
mount battery packs. Thanks to the levels, and overload alarm information.
wall-mount enclosure, the UPS and Nexsys supplies a stable 601 Hz
battery packs can be installed above true sine wave output. The Nexsys
the floor and near the equipment that system is designed to ensure complete
is to be protected. A front-cover blackout protection. It provides power
design similar to that on many key  conditioning with output regulation of
systems provides visible compatibili- + 5 percent over an input voltage
ty, allowing Nexsys UPS systems to range of 92 to 132VAC (+12 to —23
be installed in open plan areas. percent). The design employs a high-
Nexsys is a maintenance-free, 600VAerformance filter to guard against
UPS system with automatic self-testingcommon noise mode while meeting
and an intelligent RS-232 interface for the requirements of IEEE 62.41. For
standard UPS alarm communication. Amore information, contact Eric Wentz

blending, and campaign management.test panel on the front of the unit pro- at 360-647-2360.

Continued...
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ALLIANCES/ACQUISITIONS NEWS

It is CTI enabled to take advantage
of the Alcatel 4406 PBX/CSRA
technology and its client/server
architecture employs industry stan
dard open platforms to allow inte
gration into existing corporate ret
works. The Alcatel 4400 is a mul
tifunctional corporate PBX
designed for gganizations with
requirements for 30 or more exten
sions. It also serves as a hub, mul
tiplexer, wireless communications
front end, multimedia communiea
tions integratarand an application
platform. For more information,
contact Data Logic at bpatel@édat
log.co.uk.

Apple And FORE
Collaborate On Common
API For High-Speed ATM

Apple Computerinc. announced a
licensing agreement with FORE
Systems to develop a common API
for high-speed AM technology This
agreement will enable FORE to
develop an implementation of an
ATM API, allowing applications to
take advantage of nativelM ser
vices on both Macintosh and UNIX
platforms.

The collaboration with FORE com
plements Apples recent announee
ment of the Apple AM Middleware,
which is intended to help accelerate
ATM solutions development for both
adapter and software engineers. The
ATM APl is intended to be written to
the X-Open XTI specification and
would provide all the necessary inter
faces, network, and OS integration
that will be an integral part of the
ATM Middleware.

There is an increasing need in the
entertainment and broadcast indus
try to have access to high-speed,
multiplatform communications for
the digital studio market. Apple
believes a new class of applications
and peripherals could take advan
tage of the features ofTM, includ-
ing speed, quality of service guaran
tees, and scalability without sacri
ficing connectivity to legacy net
works, the Internet, and existing
applications. For more information,
contact Maureen O’Connell (Apple)
at 408-862-6689.

Continued...
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PairGain Rolls Out New Megabit Access Products

PairGain Echnologies, Inc.,
announced additions to its megabit
access product lines. The company
believes this will dier telephone com

(network interface card) is an internal
modem, which also delivers up to 768
kbps. According to PairGain, it is cem
patible with PCI-based personal com

panies and other providers even more puters, with drivers available for

options to deliver high-bandwidth ser

Windows 95, Vihdows NT and many

vices to their customers over ordinary versions of UNIX. For more informa
tion, contact PairGain on the Internet
at http://wwwpairgain.com.

Circle No. 502 on Reader Service Card

copper lines. Included among these
additions is a line of Megabit Modem
products.

The Megabit Modem 768 delivers

up to 768kbps in both directions (sym

metrically) and simultaneouslgver a
single copper telephone line. The
Megabit Modem 768 Plus includes th
same functionalityas well as a front-
panel alphanumeric LCD display and

control buttons. The display shows line

maugin and other status and modem

parameters. The Megabit Modem NIC

e

Positron Launches
SONET Transmultiplexer

Positron Fiber Systems announced
its new SONET transmultiplexer
Positron MIST According to Positron,
this is the first product that provides
single, easy-to-use platform to conng
SONET and asynchronous networks
while maintaining full SONET end-to
end management. “MIST completely
changes the cost dynamic for inter-
carrier connections, by allowing carri
ers to significantly reduce the numbe
of broadband cross-connects in their|
network, while enhancing end-to-end
SONET visibility,” said Andrew
Knott, vice president of marketing an
sales at Positron.

The company says that MIST allow
any VT1.5 granular EC1 connection
from a SONET network to be presen
ed as an M13-compatible DS3 inter
face. For customer access applicatio]
MIST can demultiplex an EC1 tribu

tary to provide 28 fully protected DS1

terminations. According to Positron,
list price for MIST starts at $1000.
The product is to be available for
delivery in the second quarter of 199
MIST has two packaging options:
compact standalone or high-density
rack-mount enclosures. For more
information, contact Andrew Knott at
609-222-1288 or llene Wher
(PR@\antage for Positron) at 201-
461-1400.

MITEL Personal Assistant
To Support USB

Mitel Corp. introduced the MITEL
Personal Assistant, a telephony peripher
al that supports the Universal Serial Bus

a (USB). “Mitel is dedicated to bringing

ctelecommunications and computer tech
nology together to solve desktop com
munications roadblocks,” said Howard
Tweddle, Head of Deskp Interfaces,
Mitel Corp. “With support for USB,
MITEL Personal Assistant is the first

r computer peripheral to deliver the full
power of CTI to users in the home and
small ofice.” USB is suited for comput
er telephony integration because of its

dsupport for isochronous data communi
cations, which is necessary for support of

sreal-time synchronous applications such
as live voice and video transmission.

Mitel believes that by supporting
USB, the MITEL Personal Assistant

nslelivers true telecommunications plug
and play Jim Pappas, USB program
manager at Intel Corp. says, “USB

t

makes PC peripherals easier to use than

ever before by delivering ‘outside the
box’ plug-and-play capabilities. Mitel

7is an avid supporter of the USB specifi
cation, and as the first USB-enabled
telephony peripheral, MITEL Personal
Assistant is just the beginning for USB
products of all kinds.” For more infor
mation, contact Ann Hatchell (media
relations) or lan Chadsey (investor
relations) at 613-592-2122.

Circle No. 503 on Reader Service Card
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Genesys And NCR Sign  Dialogic And SCO Team Up To Announce CT-
Global VAR Agreement  Connect Open CTI Server For UNIX Systems

Genesys &lecommunications

Laboratories, Inc., and NCR Dialogic Corporation and SCO applications, that can be enhanced by
announced that they have entered into@nnounced that they are working adding CTI capabilities.

a global \AR relationship. Under the  together to develop, market, and sup  Among the enhancementdetd by
terms of the agreement, NCR will port Dialogics computer-telephony ~ CT-Connect is call control. This is the
offer the full suite of Genesys server software, CT-Connect, on SCOability to direct calls with computer
Computer €lephony Integration UNIX servers. According to the control or to find out more information

products throughout the world. The ~ @nnouncement, the software will be about arriving calls, and act on them
agreement also establishes NCR as the first open standards-based CTI  accordingly
the first distributor of Genesys soft ~ Server for the UNIX operating system. For example, a person makes a call

ware in Japan. NCR will market “CT-Connect has been around for a to a bank to find out about their bal
munications, and retail industries, UNIX version being built, available  mated voice-response system and

where both companies have an estab Second quarteiThis is the very first  chooses to speak with an operator
lished presence. In addition, NCR is  fully UNIX CTI capability, and both  Rather than giving all the information
planning to market Genesys solutions Dialogic and SCO are proud to bring to the voice-response system, then

“Because NCR is committed to help StrathmeyerDirector of Marketing, recounting all the information that was
ing customers in all computing envi Computer Elephone Division at given to the automated system, call
together is a natural fit. Under this Although Dialogic and SCO have pertinent information to that operator

solution set to the financial, retail, and Ketplace for some time, this is the firstnecessary to switch between represen
telecommunications marketplacefeof ~ formal agreement between the two  tatives. Mr Strathmeyer likens it to a

ing total integrated solutions to eus companies. “third party outside looking in on a

tomers around the world,” said Gger The SCO UNIX system-based ver call — the telephone operatemer

Geros, vice president, channel sales for sion will support the Microsoft spective on a call."

Genesys. “Genesys looks forward to a Telephony API (RPI) and Dynamic CT-Connect consists of a central

long-term relationship with NCR.” Data Exchange (DDE) interfaces at  server module and a set of distrib
For more information, contact initial release, and subsequently will utable client modules. While Dialogic

Karine Hagen (Genesys) at 415-437- support the Novell dlephony Services has ofered CT-Connect client med

1163 or Susana Thompson (NCR) at API (TSAPI) interface. CT-Connect  ules for a range of operating systems

506-526-1601. for SCO UNIX will support a wide in the past, a UNIX system-based
range of telephone systems, includingserver has not been previously avail
the proprietary link protocols used by able. The SCO UNIX system-based

|BM And Nabnasset To the Lucent €chnologies DEFINITY  CT-Connect server will be available in

PBX and the Nortel Meridian 1. The four configurations:

Offer mtegraﬂon Of software will likewise support the 1) a Full configuration, supporting

c international standard C&Tink pro-  all types of client modules and an
VOICG And Data SVStems tocol used by Alcatel, BBSelfecom,  unlimited number of client systems; a
IBM announced that Nabnasset Bosch Elenorma, Cortelco, Ericsson, Desktop configuration, supporting an
Corporation has become an IBM Intecom, Mitel, Rockwell, Siemens  unlimited number of client systems
Midrange Business Partnéndustry Business Communication Systems, but restricted to desktop applications;
Remarketer Afliate. As a result of Tadiran, and many other switches.  Desktop Lite configuration, suppert
the partnership, IBM and Nabnasset =~ SCO%s UNIX system operating ervi ing up to 36 client systems running

will deliver integrated call center ronments are being widely utilized in adesktop applications; and an
applications supporting a wide range vareity of CTI solutions. In addition,  Evaluation configuration, licensed
of PBX and ACD switch environ there are many UNIX system-based free of chage, supporting up to 16

ments. Nabnasset will fefr its CTI
software, VESP (dice Enhanced
Services Platform), on IBN’
CallPath servelthus increasing the

client systems running desktop appli
cations.

CT-Connect has no usage-based
license chages, and all client modules
number of companies that can imple are included with each CT-Connect
ment the VESP software. server at no additional clug. For more

CallPath is a voice and data solu- editorial@Ctimag.com information, contact Bev Rindfleisch
tion which integrates telephone sys (Dialogic) at 408-432-3346 or Monika
tems and computer systems to facili- Laud (SCO) at 408-427-7421.

Continued... Circle No. 505 on Reader Service Card
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CAC Introcduces 75-MFLOPS S-Bus Telephony Board

Communication Automation &
Control, Inc. announced the SB32C,
an S-Bus telephony board available
with either a T1 or E1 interface. The
board, equipped with two Lucent
Technologies DSP32C digital signal
processors, provides four CD-quality

audio input/output channels and up to single-processor version features a

1 MB of zero-wait-state SRAM. The

E1 lines and can transmit and receivé
in full duplex mode. Control for the
framer chip is mapped into the DSP’
memory space. T1 and E1 data are
transmitted via the DS®’serial port.
The SB32C is available with either
one or two DSP32C processors. The

peak performance of 37 MFLOPS,

Coresoft Introduces
> CenterPoint
Communications Manager

Coresoft Bchnologies, Inc. intro
duced CenterPoint, a software product
that is being billed by the company as a
Windows-based, integrated client/serv
er communications managdte prod
uct was designed to integrate and man

SB32C interfaces directly with T1 and provides one stereo codec, and comesage devices, services, and systems such

with 512 KB of private SRAM. The
dual-processor version features a pe
performance of 74 MFLOPS, provide
two stereo codecs, and comes with
1 MB of zero-wait-state private SRAM
(512 KB per DSP). The two DSPs
communicate via an FIFO mapped in
each DSE memory space. One
SB32C with a single 50-MHz DSP32(
and a T1 interface costs $2,750 and i
available nowFor more information,
contact Jim Bridges at 800-367-6735.
Circle No. 506 on Reader Service Card

Commetrex And Xionics To Join MultiFax And IPS

Commetrex Corp. and Xionics
Document €chnologies, Inc.
announced that Commetrex Group 3
fax technologyMultiFax, will be
incorporated into Xionics’ Intelligent
Peripheral System (IPS). IPS is a
combination of peripheral controller
software and silicon, which supports
fax, copy scan, and print functions.
IPS is designed to reduce time-to-

market and development costs and toLippman (Commetrex) at 770-449-

provide a scalable solution that
enables OEMs to amortize costs
across multiple product lines.

“Until now, MultiFax was used
exclusively by computer telephony
OEMs,” said Mike Cdee, President
of Commetrex. “Xionics’ adoption of
Commetrexs MultiFax technology
marks its acceptance as a key eleme
in mainstream computer peripherals
and ofice equipment destined for
worldwide distribution.” For more
information, contact Martin S.

7775 x370 or Suzanne Dumaresq
(Xionics) at 617-229-4142.
Circle No. 507 on Reader Service Card

Commetrex Cuts Multiline Fax Price In Half

Commetrex Corporation announced aresources, and that Commetrex coulg
major price break in the cost of multilinedramatically lower the price of multi

fax boards. According to Commetrex,
the company is now fafring an integrat
ed fax board with per-port pricing
roughly half the price of competitive

boards. The 8-line board with loop-start and reasonably priced products for

line interfaces is $3,100; the integrated
T1 board is $8,400. Both board$enfan
MVIP connector and may be intereon

nected with other MVIP-compatible PC in that direction. W intend to contin
add-in boards. Fax systems of up to 96 ue this initiative with additional pred

ports per PC can be created.

“It has always been our belief that
the use of fax in computer telephony
systems was limited by the high per-
port prices of multiline fax system

Subscribe FREE online at www.ctimag.com

line fax systems, while providing

developers with state-of-the-art tech
nology and comprehensive tools for
them to build sophisticated, reliable,

their customers,” said Mike Clef,
President of Commetrex. “The intro
duction of these boards is the first stg

ucts for voice, fax, data, and other
media in the future.” For more infor
mation, contact Martin S. Lippman at
770-449-7775 x370.

as voice mail, e-mail, fax, Internet
alkaccess, cellular phones, pagers, and
5 contact managers, and combine them

into one user-friendly environment.

According to Coresoft, the CenterPoint

software:

o « simplifies conference calling by pro
viding an easy click, drag, and drop
option for conferencing or transfer
ring calls;

* provides drag and drop broadcast fax
or e-mail capabilities;

* stores all messages (voice, fax, e-
mail) in one location, which can be
accessed by computer or any tele
phone;

« offers callers choices, in addition to
whom they would like to contact,
such as accessing prerecorded infor
mational messages and fax-back-doc
uments.

At the core of the CenterPoint soft
ware lies what the company calls the
products most outstanding features: an
Event Broker with Rules Engine and an
IVR Builder. These features will allow
VARSs to customize the interactions
among all of the end usermessaging
components, thus providing the flexi
bility to configure systems to the spe
cific needs of the end users.

Coresoft says CenterPoint can be-inte
| grated with many common business tools
currently in use, such as MAPI-based e-

mail systems, Internet browsers

(Netscape Navigator or Microsoft
Internet Explorer), contact managers
(Symantec Act!), or voice mail systems
(Callware). In a separate announcement,
Coresoft made public its alliance with
Dialogic Corp. The partnership will focus

pon joint product development, integrating

CenterPoint with Dialogic hardware, and
educating AR channels about unified
messaging and CT opportunities. For
more information, contact Brad Thatcher
(Coltrin & Associates for Coresoft) at
212-221-1616.

N
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tate the exchange of information
between PBX or ACD products and
the VESP system. Currentimnore
than 20 telephone switches can inte
grate with the VESP/CallPath selu
tion. These include: Alcatel 4400,
Aspect via CSA GatewayAT&T
DEFINITY, Ericsson MD-10 via
ApplicationLink, Northern €lecom
DMS-100, Northern &lecom
Meridian 1 Communications System,
Philips Soppho and Octopus, ROLM
9751 Computerized Branch
Exchange (CBX), and Siemens
Hicom-300. For more information,
contact Larry Edwards (IBM) at 919-
254-7773 or Susan Cohen
(Nabnasset) at 508-787-2851.

Ingram Micro
Agreements With Active
\loice And Siemens

Ingram Micro, Inc. announced that
it has signed a letter of intent with
Active Woice Corp. to distribute its
CTI and voice-processing hardware

Pacific Telephony Design Unveils Search Engine To
Locate Used Telecomm Equipment and Parts

Pacific Telephony Design unveiled a search for equipment by categdkgy
new Internet search engine, which word, and price range. Internet adver
enables visitors to easily locate used tisements can be placed free of dear
telecommunications equipment and  Visitors can browse and place advetrtise
accessories. The search engine enablements by going to the URL
buyers and sellers to place free online (http://wwwphonezone.com/swapmeet).
advertisements for used telecommunicaor more information, contact Brian
tions gear and accessories such as PBXicConnell at 415-647-991x201.
and voice mail systemsisitors can Circle No. 510 on Reader Service Card

Ariel Announces High-Density,
All-Digital Modem Boards

Ariel Corp. announced two pred  SCSA computer telephony interfaces,
ucts in a line of high-densitall-digi-  which enable them to be connected to
tal modem boards, T1-Modem and T1, ISDN, and analog line cards. The
CTI-Modem. Featuring up to 24 portsproducts taget data-intensive applica
at a cost of less than $500 per port, tions requiring lage numbers of
Ariel claims the two boards pack two modems. Some of these include trans
to four times the functional density ofaction processing (credit card purchas
their nearest competitors, at a signifi es, order entryrecord retrieval), on-
cantly lower price per port. line services (travel agencies, home

T1-Modem is a high-density modem shopping), Internet service providers,
board that provides either twelve or  PBX adjuncts, andéletext.
twenty-four 28.8 kbit/sec.84 modems  T1-Modem costs $13,500 in quanti
in a single ISA bus slot. CTI-Modem ty, and the cost of CTI-Modem is
is a soft (programmable) DSP-based $10,000 in quantityaccording to
modem board providing up to sixteen Ariel. For more information, contact
v.32ter modems in a single slot. Both Steve Curtin at 609-860-2900.
boards are equipped with MVIP and  Circle No. 511 on Reader Service Card

Plantronics Offers Integrated Headset Adapter

Plantronics, Inc., has introduced theto easily transition from a telephone

and software products throughout the Headset Switcher adapter (Switcher), call to listening to or recording com

United States. “W are very excited
that Active \bice, a pioneer in CTI
and voice processing, will join
Ingram Micros roster of CTI soku
tion providers,” said Laura Skinner
vice president and general manager
of Ingram Micros Telecom
Integration Division.

Under the terms of the prospective
agreement, Ingram Micro will dis
tribute Active \bice’s entire line of
CTI products: the @LANophy suite

of desktop unified messaging and call}

management applications, including
ViewMalil, ViewFax, \lewCall, and
E-Mail Integration, as well as the
Repartee, Replayand Replay Plus
voice processing systems.

Ingram Micro, together with
Siemens Business Communications,
Inc., further announced a reseller

Continued...
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which is an integrated computer and puter voice annotations, performing
telephone headset adaptéccording  speech recognition applications, listen
to Plantronics, with the Switchassers ing to music, or any number of other
can utilize a single Plantronics headsetomputer and audio applications.

: The Switcher is compatible with
many desktop telephones. In computer
mode, it supplies a self-powered
microphone (to provide compatibility
with PCs and sound cards) and a
cleaner signal (for speech-recognition
applications). The Switcher connects
to many audio devices with 3.5-mm
ports for microphone and headphone
connections to support personal €on
ferencing, Internet telephongpeech
recognition, and other applications.
The product will have a suggested
retail price of $149.95, and Plantronics
believes it will be available in early
1997. For more information, contact
Joyce Shimizu at 408-458-4484.
Circle No. 512 on Reader Service Card
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TTC Offers TIMS-45 &
Analog Option For FIRE-
BERD Test Instruments

Telecommunicationsechniques Corp.
announced the addition of a TIMS-45
analog option to the FIREBERD 6000A
and the FIREBERD 4000. The TIMS-45
option enables the user to implement
Transmission Impairment Measurement
Set (TIMS) tests on bothoite
Frequency (VF) and Wtfeband analog
lines. Using new E and F filters, the useras well as a keypad. The option
is able to qualify High Bit-Rate Digital includes an external power adapter
Subscriber Line (HDSL), Digital Data ~ which allows the lid to be operated
Services (DDS), and Integrated Serviceseparately from the FIREBERD
Digital Network (ISDN) circuits. 6000A/4000. The TIMS-45 Analog

The TIMS-45 mounts on the FIRE Lid option costs $3995. For more
BERD. In addition, TR is offering a  information, contact Rob Clark at 301-
lid option, which contains a screen to 353-1560 x2184.
view test set-up and results at a glance€ircle No. 513 on Reader Service Card

Dialogic Ships PureSpeech
Speech-Recognition Software

Dialogic announced it is shipping tion (ASR)-based speech applications
ReCite! speech recognition software for telephony systems. The product
from PureSpeech. The package runs enables continuous speechgiar
on the Antares open digital signal vocabulary applications (up to 2,000
processor (DSP) platform, under the words), speaker-independent recegni
SCO UNIX operating system. ReCite! tion, and real-time vocabulary gener
offers advanced speech recognition, ation. The PureSpeech ReCite! SCO
and relieves end-user customers of th&/NIX version is currently available,
burden created by limited vocabulariesand Dialogic believes that a
or awkward pauses, allowing them to Windows NT version will be avail
speak naturally able in early 1997. For more infor

The ReCite!/Antares combination mation, contact Amy Limb
allows developers to create call pro (PureSpeech) at 617-441-0000.
cessing, automatic speech recegni Circle No. 514 on Reader Service Card

AVA Systems To Support AMIS
Networking And Overhead Paging

AVA Technology announced the-lat ible voice mail system. Overhead
est release of software for it¥A-100, Paging provides callers with the option
AVA-200, and A/A-200 Plus Vice/Fax of paging the user at the requested
Processing Systemseigion 4.30 extension after unsuccessful transfers.
comes with several new features, The Quick Setup Utility is aimed at
including support for AMIS (Audio installers and technicians. When an
Messaging Interchange Specification) AVA system is powered up for the first
Networking, Overhead Paging, and a time, it will alert the installer that it has
Quick Install/Setup Utility not been programmed. Based on a

AMIS support allows XA users at
remote ofice locations with complete
ly separate XA systems to communi

es, the system will automatically pro
gram itself for the phone system and
cate with each other via their own integration method required. For more
mailbox. AMIS support also allows  information, contact Karen Clough at
users to exchange messages with othel-800-488-8840.

companies that have an AMIS-compatCircle No. 515 on Reader Service Card
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series of simple questions and respons
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TsDesign Introduces
Milborne

TsDesign, Inc. announced Milborne,
which converts SS#7
(ANSI/ETSI/CCITT/Country \riants)
to TCP/IP orconverselyTCP/IP to
SS#7. $Design states that not only
does Milborne support Call Handling
(ISUP/TUP/BTNUP), but supports the
Transaction Parts (SCCP and TCAP)
as well. The Milborne can also be pur
chased to support MAP SMS (Mobile
Application Part Short Message
Service), which the company says will
provide access to the GSM (Global
System for Mobile Communications)
network. BDesign provides Milborne
as either a turnkey solution or as cards
and software. For more information,
contact Dawn Billet at 404-238-0528.
Circle No. 536 on Reader Service Card

Toshiba Unveils
155Mbps SONET/
SDH Framer IC

Toshiba America Electronic
Components, Inc. announced a 155-
Mbps framer chip for asynchronous
transfer mode (AM) systems, with
volume shipments to begin in the first
quarter of 1997. The 155-Mbps
framer designated the TC3582as
developed for network interface card,
switch, and router applications.
According to Dshiba, the device sup
ports SONET standards STS-3C, STS-
1, STS-1 half, and SDH at STM-1.

The single 155-Mbps SONET/SDH
framer is housed in a 144-pin plastic
quad flat pack. Samples of the
TC35821F are available now
Toshiba says the framer is priced at
$35 each, in quantities of 1,000
pieces. For more information, contact
Annette Birkett at 800-879-4963.
Circle No. 537 on Reader Service Card

Versatility Offers
Direct Banking Call
Center Solutions

Versatility, Inc. demonstrated its
direct banking call center software
solutions at Retail Delivery Systems
'96. The \érsatility Series is a suite

Continued on page 27
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ingram Microwil amiowe. - LUCENE Extends PassageWay
siemens' OficePoint system o Telephony Services, Ships Windows NT Version

VARs throughout the United States

and Canada. @€ePoint is an ISDN Lucent echnologies announced the Services for Net\&re run unchanged on
system designed for smallfioks. general availability of its Passagayw the NT version, allowing customers to
For more information, contact Telephony Services for Microsoft grow their corporate networks with both
Kirsten Frosh (Ingram Micro) at 714- Windows NT in response to customer platforms. Passagedy Telephony
566-1000 x2727 or Anita Giani requests. PassagaeWTelephony Services supports a wide variety of
(Siemens) at 408-777-4546. Services, available on Novel’ clients: Microsoft Vihdows 3.X,

NetWare since 1994, provides eus  Windows 95, Vihdows NT OS/2,

tomers a common open platform baseMacintosh, UnixVére, and HP-UX

on the TSAPI interface, for building client workstations running TCP/IP to

computer telephony solutions. either a Net\alre or Whdows NT serv
Using the TSAPI interface supported er. For more information, contact

by many PBX vendors, CTl applica  Ryerson Schwark at 908-953-7528.

tions written for Passagedy Telephony Circle No. 516 on Reader Service Card

National Semiconductor Ships First Microsoft
Winclows TAPI Service Provider Software

. Targeted For Local Area Networks
Ummax And SUpply Na%onal Semiconductor Corp. lishes “phone call connections” for

Technology Announce announced that it is now shipping a real-time voice, video, data conferenc

) Telephony Application Programming ing, and telephony processing applica

PartnerShlp Interface (RPI) Service Provider soft tions from the LAN-connected PC.

Unimax Systems Corp. and Supply Ware for Local Area Ngtvx_/ork connect This call contrpl or “signaling” soft
Technology inc. have announced a eq PCs. The software is integrated  ware runs entirely on the PCproces
distribution agreement which will with the company isoEthernet ISA  sor a_md |_nterfaces to t'he‘\IPI service
add Unimaxs configuration manage adapter qards. . prowder |nterfacg. This gllows exist
ment software to the suite of products Ac_cordmg to National ing TAPI applications to interface to
Supply Echnology supplies to its Semiconductqrthe software enables networking hardware such as
customers. real-time interactive multimedia appli isoEthernet and other isochronous

According to Unimax CEO Fred cations and provides a platform for gall communications protocols_ such as
Sweeny“Our partnership will pre current and f_utureRPI—enabIed appli ISDN and AM. For more informa
vide Supply Echnology customers cations for Vihdows 3.1, Vihdows for tion, contact Nationad’ Customer
with software tools to save time and  Workgroups, and Widows 95 sys Response Group at 1-800-272-9959.
money in the administration of their tems. Furthermore, the product estab Circle No. 517 on Reader Service Card

an casy-touse Gl narce " NEC And Cintech Release JAZZ2000
Viority adds, “As nadonal emarketers ACD Software For Call Centers

Submiitt news

editorial@ctimag.com

of telecommunication equipment, we NEC America and Cintechele- PBX system for the under 500 phone
add value by providing our customers Management Systems, Inc. lines market,” said Bobalty, market
with products that help them control  announced the commercial availabili ing vice president for NEC America
their total telecom costs. The Unimax ty of JAZZ2000, a PC software Corporate Networks Group.

products allow us to give them a pow application designed by Cintech System variables include decisions

erful new tool to eliminate program exclusively for NECS NEAX 2000 on the number of phone lines needed,

ming hours and travel time on one of VS PBX and ofered only through  in addition to announcement, over

their most costly departmental activi the NEC America authorized distrib flow, reporting, and management

ties — moves, adds, and changes.” ution channel. The JAZZ2000 ACD requirements. The application will
Unimax configuration management product customizes the system to  handle a maximum of 80 active

products also support fault manage  achieve a variety of sophistication agents, and 24 agent groups, as well

ment and provide updating of multiple levels. as the NEAX 2000 IVS system,
telephony applications, such as call “The development of JAZZ2000 is offering expandability of up to 512
accounting, corporate directpgnd significant because it allows us to ports. For more information, contact

E911 systems. For more information, deliver an advanced ACD application Jim Dundon (NEC) at 972-518-4945
contact Jan Carron (Unimax) at 800- for the exploding call center market, or Julie Hopkins (Cintech) at 513-
886-0390 or Beth Morley (Supply while complementing the power and 731-6000.

Technology) at 714-646-7292. versatility of our NEAX 2000 IVS Circle No. 518 on Reader Service Card
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Natural MicroSystems
Expands Wireless
Telephony Offerings

To further integrate the core SS7
technology gained from its recent
acquisition of TEKnique, Inc., Natura
MicroSystems has released an
enhanced version of its communica
tions processothe TX2000. This lat
est version of the TX2000 adds capa
bilities including a dual-T1 interface,
which enables the passing of both
voice and data over a T1 line. The
new enhancement provides a digital
connection for SS7 and voice.

Allen Carneyvice president of
Marketing and Business Development
Natural MicroSystems said, ‘®\have
moved very quickly to integrate
TEKniques core technology into our
product line. The combination of NMS’
exceptional trunking, programmable
switching, and voice encoding/decodin
technology with our new SS7 technolo
gy offers developers an excellent solu
tion as they build systems for the IN ar]
wireless networks.” The TX2000 has a
suggested list price of $2,495 in a basi
configuration, with interface options an
software development kits priced sepal
rately The TX2000 and the new T1
interface are available immediateior
more information, contact Patrick
Fetterman at 508-650-1372.

Nortel Introduces
Norstar-PLUS
Compact ICS

Northern Elecom unveiled its new
Norstar-PLUS digital key system that
brings high-end business communica
tion capabilities to businesses that nee
up to 8 outside lines and 24 telephones
The Integrated Communications
System (ICS) dérs over 100 features,
including an integrated automated
attendant that allows calls to be
answered and routed to the right perso
or group more ditiently.

According to Johnnie Holt, Nortsl’
assistant vice president, Norstdlany
atNorstar customers with smaller capacity

requirements need many of the most

sophisticated applications to compete ir
todays business climate. Based on the
reaction we have received from this
market segment, the Norstar-PLUS

g Compact ICS will meet those needs.”

Applications that can be added to

the Norstar-PLUS Compact ICS

dinclude voice mail and fax messaging
capabilities. The system will soon

c support Microsoft TAPI and

0 Novell's TSAPI interfaces. The

Norstar-PLUS Compact ICS is eur

rently available from Norted’

Authorized Norstar Distributors. For

more information, contact Brian D.

Murphy at 214-684-8589.

Circle No. 519 on Reader Service Card
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RADVision Unveils >
Standards-Compliant

H.323/H.320 Gateway

RADVision announced the L2W-323,
a fully standards-compliant H.323/H.32C
gatewaywhich will enable H.323 users
to communicate with any remote station,

by networking LAN or Intranet-based
H.323 terminals with H.320 terminals
connected to ISDN or other switched
digital networks.

The L2W-323 is a stand alone unit

ports include Ethernet ana@Ken Ring.
According to RAD\sion, other network
types will be added.

Current users of RADgion’s L2W-
20 LAN/WAN, which is used to cen

that connects up to four concurrent callsnect H.320 systems across local and

between IP-based H.323 codecs and

wide-area networks, will be able to

remote users connected to the switchedmigrate to the L2W-323 by download

digital networks, at speeds up to 384
kbps per call. Multiple gateways can b

ing a new software version. RA¥bON
e expects to release the L2W-323 in the

installed in parallel to support higher calfirst quarter of 1997. Prices will start at

volume. The VKN ports of the L2W-

$5,950. For more information, contact

323 can be configured as ISDN/BRI or llene Wener at 201-461-1400.

V.35 for higher speeds, while the LAN

Subscribe FREE online at www.ctimag.com
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of CTl-enabled, open, client/server-
based applications that the company
says can support all aspects of-cus
tomer interaction transactions.
“Versatility understands the cus
tomer relationship management
goals of the retail banking industry
and has developed software solu
tions that leverage the Wdows NT
operating environment,” said Matt
Capoccia, VP of products and strate
gy at \ersatility “This allows banks
to provide their customers the flexi
bility and convenience of banking
by telephone any time from any
where.” \ersatility supports
Microsoft Windows 3.1, Vihdows

95, and Vihdows NT For more
information, contact Lana Sansur at
703-934-7631.

Circle No. 538 on Reader Service Card

Madge Networks
Shows Multiservice
Network Technologies

Madge Networks demonstrated its
latest networking technologies and
products at Networld+Interop, Paris.
The demonstrated products and tech
nologies are all components of the
MadgeOne architecture. These inelud
ed video networking, voice and data
integration, AM, Ethernet and dken
Ring switching, layer 3 switching, and
ATM switched network management.

Michael Beadsmoore, MadgeV/P
of Marketing for EMEA said, “The
MadgeOne architecture introduces
the concept of multiservice netwerk
ing, allowing applications to combine
voice, video, and data across a single
networking infrastructure.” For more
information contact Pascal Ozanne at
+33 (1) 41-92-52-20 or via e-mail at
pozanne@madge.com.

Circle No. 539 on Reader Service Card

Securicor Unveils 13000
At Voice 96

Securicor €lecoms Ltd. showed its
Interconnect 3000 (I3000) PBX at
Voice 96 together with Novell
Authorized Reseller du Preelfecoms.
According to Securicoithe 13000 is
the worlds first PBX to be awarded
the Novell ¥es certification. The
company says the certification,

Continued on page 29
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US ONE Communications
Allies With IEX

US ONE Communications
announced that it has teamed up
with IEX to implement an
enhanced services platform for its
nationwide telecommunications
network. US ONE has equipped
its network with IEX Nexus
SCPs, intelligent network phat
forms that act as database servers
to provide network control func
tions and enhanced services to its
carrier customers. The Nexus
SCP platforms will allow US
ONE to ofer a broad menu of
services, including long-distance
dialing for businesses,
account/billing code authoriza
tion, 800 services, and call
reorigination.

John H. Jacquayresident of
US ONES Carrier Services
Division, points out, “The swift
implementation of state-of-the-art
technology and on-site mainte
nance and support facilitated by
IEX positions US ONE to provide
an unsurpassed variety of
advanced services to our eus
tomers. This strategy gives US
ONE carrier customers a true,
high-tech advantage in the market
place.” Gary Crockett, president
of IEX Corp., says, “W are
pleased to faye a strategic rela
tionship with a leading firm like
US ONE who is poised to take
advantage of telecommunications
deregulation by providing the
sophisticated technology needed
to launch majgrnationwide
telecommunications networks.”

For more information, contact
Stan Jasinski (IEX) at 972-301-
1300 or Christine Forbes
McDermott (US ONE) at 602-
816-1004m
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Ariel Releases RASSoft
Remote Access Software

Ariel Corp. announced RASsoft, a
turnkey software solution for building
remote access servers. According to

Copia International
Introduces FFWEB

FFWEB, a new application from
Copia International, retrievesely
documents and translates them to a

Ariel, RASsoft gives systems integratofisfaxable format. Documents on ae®/

all of the software components neede
build open architecture servers providi
remote access to the Internet, corpora
Intranets, and online services usinfy of

teite can now be downloaded to fax
gnachines. When used in conjunction
with FaxFacts Fax-on-Demand sys
tem, FFWEB makes @b pages avail

the-shelf hardware components. Serversable to customers with fax machines,

utilizing RASsoft can support up to 24
sessions per shelf, and over 1,000 ses
sions in a single rack.

The new software solution supports
V.34+ (33.6kbps) and ISDN subscriber

but no Internet access.

A search engine retrievesely pages
from the Internet and converts them to
thfaxable format. FFWEB automatical

, ly builds a database of document loca

and provides all the call control, Point-ta- tions that can be cross-referenced to

Point Protocol (PPP), RADIUS authenti
tion and hilling, SNMP agent, and admi
istration features needed for a complete
remote access servefesing. RASsoft is
based on open Unixake architecture.
RASsofts HTML-based administration
software enables system administrators
configure and monitor the system with 3
Web browser such as Netscape Navigal
or Microsoft Internet ExploreiThe graphi
cal interface provides easy-to-use scree
for both configuration and administratior
For more information, contact Steve
Curtin (Ariel) at 609-860-2900.

Circle No. 522 on Reader Service Card

alocument numbers keyed at the tele
phone keypad by callers. When a caller
chooses a document numbeFWEB
cross-references it to a URL site, eon
verts the document to fax format, and
delivers it to the keyed fax number
t®ocuments are automatically pagiat
ed, and colors are replaced with grays

taxnd black. If a list of document nam

bers is ofered as a menu choice on the

nBax-on-Demand system, callers can

.easily locate the documents they need.
For more information, contact Dorothy
Gaden-Flanagan at 630-682-8898.
Circle No. 523 on Reader Service Card

Rhetorex Unveils TAPI Express
For Client/Server Unified Messaging

Rhetorex, Inc. announced thaAl

complete hardware solution that is open,

Express computer telephony (CT) boarcgasy to install, and costfeftive.”

specifically designed forAPI-based
client/server unified messaging applica
tions. Built on the Rhetorex RealCT
platform, the APl Express board
resides in the server with no require
ments for additional

According to the companyAPI
Express for API 2.0 will be available in
the first quarter of 1997. A version for
TAPI 1.4 (Windows 95) is available now
Pricing starts at $995 for a single board.

TAPI hardware in
client PCs.

“With TAPI
Express, we are tak
ing a leadership
position in the deliv
ery of unified mes
saging solutions
today” said Kenneth
Lavine, president
and CEO of

Hhesaren TAPI Express Archiecive

—

gl ccrvice Provier | wave Dier_|
r -

TAP] Appllicarisn

&* &
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Rhetorex. “Rhetore
has made it easier foARs and Sls to
implement robust client/server unified
messaging applications by providing a

For more information, contact Stephen
Weekly at 408-370-0881 £10.
Circle No. 524 on Reader Service Card
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Teltone Introduces |SDNE :
Demonstrator

Teltone Corporation has announced
the ISDN Demonstratpwhich ofers an
easy and inexpensive way to demon
strate ISDN CPE equipment, without
requiring an ISDN service connection.
The product is well-suited for trade
shows or on-site customer presentationt

Primary features of the ISDN mode data; point-to-multipoint configu
Demonstrator include: two ISDN-BRI  rations; in-band tones, and primary line
(2B+D) lines for end-to-end simulation; power to six terminating devices. The
single U (2B1Q) interface at each line; |ISDN Demonstrator used3 VAC
speech; support for National ISDN-1  50/60 Hz. Eltone ofers the product at a
switch provisioning (A&T 5ESS is list price of $1,495. For more informa
optional); Wndows-based configuration tion, contact ®m Trexler or Mike Balch
software; 3.1 kHz audio, 7 kHz audio, at 800-426-3926 or 206-487-1515.
circuit mode data, and D channel packetircle No. 525 on Reader Service Card

TRT Launches CommPoint For Wincdows NT 4.0

Telephone Responsedhnologies,  Microsoft isual C++ development of
Inc. announced their next-generation 32-bit Windows NT-based CT applica
client/server CT product, CommPoint. tions, and TR expects that module to
TRT notes the product is designed to ship in early 1997.
take advantage of the many benefits of The first release of CommPoint
Windows NT 4.0. The first of will support digital T-1, ISDN PRI,
CommPoints modules to be released and analog lines. TRis offering
includes CP/Mail, a voice mail/auto- CommPoint as software onlgoft
attendant module; CP/Script, a ware bundled with hardware cards,
customization script language; and  and as fully integrated turnkey sys
CP/Queryan SQL database access tems. For more information, contact
module. Another module, CRIdIkit, Chris Bajorek at 916-784-7777 x123.
will provide a low-level API for Circle No. 526 on Reader Service Card

Genesys Offers Intelligent Routing Software
For Enabling Video Call Centers

Genesys &lecommunication have as part of their telecommuni
Laboratories announced a new soft cations capabilities.”
ware product: \eoACD. According In a video-enabled call centaper
to Genesys, the software is capable ofators can see and hear their callers in
intelligently routing inbound video real time, enabling them to more easi
calls through multimedia call centers ly share information or demonstrate
and oganizations. ¥WdeoACD will run  products. Genesys believes the first
on either POTS or ISDN lines. adopters of WleoACD will be the

“As waves of businesses and telecommunications, financial, retail,
consumers begin to use the video and healthcare industries.
capabilities of multimedia comput  The company saysit#eoACD will
ers and the Wrld Wide Web, be available sometime in the first
video-enabled call centers will quarter of 1997, in systems solutions
increase in importance,” said John intended for enterprise and premise-
Bara, director of Product based call center environments.
Marketing at Genesys. Scott
Darling, director of Marketing for
Intel’s Internet and

ter could be implemented for less
than $4,000 per seat. For more infor
Communications Group, added,  mation, contact Karine Hagen
“Videoconferencing is now a crti at 415-437-163.

cal capability that businesses mustCircle No. 527 on Reader Service Card
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awarded in August 1996, means that
the 13000 is fully compatible with CTI
applications running on Novell LANs
using Novells TSAPI. 13000 connects
to Novell LANs using Securicts
Network Loadable Module (NLM)

PBX Driver installed on the custon'er
server Via the NLM, the 13000 inter
faces directly with Net\fe Elephony
Services, putting all information on
telephone trdic and transactions on the
network. For more information, contact
Michael Clark at 01-61-654-9990.
Circle No. 540 on Reader Service Card

Teloquent Anhounces
Internet/Intranet
Proclucts

Teloguent Communications Corp.
announced the first two products in the
companys Internet/Intranet strategy
Open@gent and &% Call Center
These new products are intended to
complement &loquent Distributed
Call Center switchless ACD.
Open@gent, a new family of desktop
software products, is designed to lever
age corporate Intranets as the backbone
of the call centeMkeb Call Center was
created to broaden a custofeerone of
contact by allowing them to reach a
companys call center agents while
browsing information on the ovd
Wide Web. For more information, cen
tact Bob McGrail at 508-663-7570.
Circle No. 541 on Reader Service Card

New Releases From
Black Ice

Black Ice Software, Inc. announced
the release of two new products: Image
SDK Plus/OCX version 3.0 and Fax
C++OCX. The Fax C++ OCX includes
support for Class 1, Class 2, and Class
2.0 fax modems. Combined with other
Black Ice products such as the Generic
Print Driver and Imaging libraries, the
company says that software developers
can develop color and monochrome fax
applications or fax-enable existing
applications. The Image SDK

Genesys believes that such a call-cen Plus/OCX toolkit allows programmers

to add state-of-the-art image-processing
functionality to their applications. For
more information, contact Carolyn
Slater-Doherty at 603-673-1019.

Circle No. 542 on Reader Service Card
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HP Introduces

TYAN Unleashes Netscaliber
Soft Modem/ISDN Board

TYAN computer announced lize host-based technologwhich
Netscalibera combination soft uses the main CP¥’unused pro
modem/ISDN board. The Netscalibercessing cycles for communications
is a combination \84bis modem and processing. Netscaliber also sup
a 128Kbps ISDN modem, and these ports the A command set. TAN
modes can either run independently asserts this feature is important
or in concert. It is designed for the because many communications pro
user who needs the ISDN modem grams only use A commands.
now, as well as for the user who Support for the A command set
needs a high-speed analog modem ensures compatibility with commu
now, but plans to move to ISDN in  nications programs such as
the future. Users donhave to con Procomm for \ihdows and PC
cern themselves over whether the  Anywhere. For more information,
other party is using an analog or contact Lee Shatdr or Daryl
ISDN modem. Pipkin at 408-956-8000.

TYAN allows its modem to Wi Circle No. 529 on Reader Service Card

PowerWise Assistance
For The Web

Hewlett-Packard Company
announced Powerldé assistance for
the Web, a Véb-based solution for
managing networked power-protectior]
systems. &ailable at no cost from HP
Web assistance makes it possible for
network managers to access, monitor
and configure the UPS from any remo
location by clicking on a &b browser
The browser gives network administra
tors an up-to-date view of real-time
power problems, performance, and st
tus, so that they can manage power p|

A

roa form from which users can set up

MeetingPlace WebPublisher Software From Latitude

Latitude Communications announcedvoice conferences. From theirey/
MeetingPlace \WbPublisherwhich is browsers, users can schedule the date,
described as a new software product time, length, password, and number of
that integrates the MeetingPlace confellocations for the meeting, as well as
ence server with a companyéxisting  specify recording options, arrival and
Intranet or Internet \&b sites. departure announcements, and pass
MeetingPlace \WWbPublisher allows words. This V@b-based scheduling

tadorowser users to schedule conferences;apability extends the suite of confer

access meeting materials, and listen toence scheduling interfaces provided by
recordings using the phone or a MeetingPlace, which also provides
RealAudio-enabled b site. touch-tone telephone, iddows,
MeetingPlace \@bPublisher provides Macintosh, and e-mail interfaces for
conference scheduling. MeetingPlace
WebPublisher is

tection. Similar to other HP Powei$g
units, V\eb assistance is part of a singl
box solution — complete with hard
ware unit, cables, and CD-ROM soft
ware package, including power-man
agement software and SNMP agent.
John Page, UPS program manage
for HP’'s New Jersey Division said,

e

r

“Web-enabled power management is &

huge timesaver for network adminis
trators. It makes it easy for them to
administer their UPS from any client,
in the simple and convenientely
framework.”

Once installed, \&b assistance runs
on a network server along with the
Power Management software and the
SNMP software agent. 8% assistance
is management-platform independent
and supports several platforms ranging
from UNIX to Windows NT systems.
For more information, contact Julie
Lydon or Pat Arcand of Copithorne &
Bellows for HP at 617-450-4300.

=13

£, Meeting Schedule Form - Microsolt Internet Explarer
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File Edit View Go Favoites Help
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Tisiee] = nentto the
B s :’3}%%@ MeetingPlace con
i 50)21)22| 331 24|75 7o pen ference server
S et Other options, such

as MeetingNotes,
gateways to e-mail
and fax systems,
and client software
are also available.
For more informa
tion, contact
Shirley Macbeth or
Jennifer Knapp
(Schwartz
Communications,

MeetingPlace Schedule Form

Courage
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Inter-Tel Debuts Vocal'Net Server

Inter-Tel announced thed¢al'Net business applications, and since it does
Serverits Internet communications not rely on the server CPU for com
solution. According to Interdl, the pression and packetization, the server wil
Vocal'Net Server enables individuals in remain free to handle other functions as
an oganization to make calls over the well. Inter-Tel says that in the initial
Internet and private computer networksrelease, scheduled for March 1997,
or Intranets, using a desktop telephoneVocal'Net Server will support calls
No specialized software or card is placed from telephone to telephone. Late
required in each desktop PC, and-cus releases of the product are planned to
tom telephone sets are not required. Theupport communications from telephone
Vocal'Net Server is designed to create @ computercomputer to telephone, com
bridge between the public telephone  puter to computeand fax to fax. For
network and a TCP/IP network, and  more information, contact Steven
allow two-way voice communications. Mihaylo, chairman/CEO, or Kurt Kneip,

Supporting up to 24 simultaneous callsyice president/CFO, at 602-302-8900.
the \ocal'Net Server was designed for  Circle No. 531 on Reader Service Card

Syntellect Releases VocalPoint And Bank Works

Syntellect, Inc. has introduced ther by facilitating such complex
VocalPoint, a new Interactive &y transactions as home banking, insur
Response (IWR) platform, and Bank ance benefits enrollment, and order
Works, a predefined set obvalPoint processing,” said Roger Reece, vice
IWR home-banking applications that president of Marketing and
are customizable to match the individ Communications at Syntellect.
ual banks corporate identityWR is Tricia Lestey vice president of
described as an enterprise-wide solu Marketing for Syntellecs Inbound
tion for high-volume processing of Call Center System explains, fiv
business transactions via the Internet.the Bank Vérks IWR system, a bank
The Bank Vérks application suite can has hands-on control of their applica
extend a bank’home page to provide tions. And if the bank expects a high
a fully interactive solution set for its  volume of transactions, the system
customers. will cost-justify itself quickly”

“IVR revolutionized the way busi For more information, contact Ann
nesses interacted with their customersD. Conrad at 800-347-9907 x7313 or
in the 805 and early 9@, now IWR is Roger Reece at x7567.
taking customer self-service even-fur Circle No. 532 on Reader Service Card
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Waterhouse Securities
Sets Record With
Periphonics IVR

Waterhouse Securities, Inc. recently
took in what it calls a record 92,000
telephone calls in a single day with its
TradeDirect service.rédeDirect is an
automated brokerage system which
has allowed \&terhouse to increase
its trade volume a reported 2.5 times
without increasing the number of
available brokers. The firm uses inter
active voice response (IVR) technolo
gy to support its ladeDirect service.
Waterhouse recently replaced their
IVR system due to a lack of capacity
According to Wterhouse,
Periphonics was chosen for the
replacement project because of their
reputation for providing innovative
and reliable IVR systems to the firan
cial industry For more information,
contact Anne M. Strauss (Public
Relations) at 516-468-9591 or Karen
L. Ferraro (Marketing) at 516-468-
9276.

Circle No. 543 on Reader Service Card

Cobotyx Aims
Unified Messaging
At Small To Medium-
Sized Operations

Cobotyx announced the
Cobot/LAN Unified Messaging
System. Intended for small to medi
um-sized operations, the product is
designed to bring full unified mes
saging capability (voice, fax, e-mail,
video mail, and the Internet) to
desktop PCs in a networked envi
ronment. Jack Antonich, general
manager of Cobotyx, states, itV
computer telephony identified as the
next major growth area in the
telecommunications industrihis
timely introduction of Cobot/LAN
signifies our continuing strategy to
be a major factor in all areas that
fall under the CT heading.”
Cobotyx also announced the imme
diate availability of turnkey and
modular systems. For more informa
tion, contact Jack Antonich at 800-
288-6342 x271m
Circle No. 544 on Reader Service Card
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NEWS

Product
Enhancements
From Pronexus

Pronexus announced several prod
uct enhancements, including: VBFax
Win32 edition (32-bit fax); expanded
VBVoice voice card compatibility
(including Dialogic, Pika, and
Aculab); VBWice, Wn32 edition
(high-density digital connectivity —
up to 96 lines, T1, E1, ISDN); and
speech recognition (SR) and text-to-
speech (TTS) functionality

VBFax, Win32 edition is a compo
nent-based software development
toolkit that enables creation of applica
tions for fax-on-demand, fax broadcag
ing, network fax servefax storage and
forwarding, e-mail fax gatewagnd
imaging systems. VBaice, Wn32
edition now ofers greater compatibili
ty. Pronexus has integrated Pika and
Dialogic voice-driver support into its
32-bit OCX for commercial telephony
applications on \vidows NT VBVoice
Win32 Edition is now capable of sup
porting 96-line configurations.

Pronexus supports analog and digit
T1-line interfaces on the Rhetorex
RDSP/R'NI platform and an E1/ISDN-
line interface with Aculab drivers. The
company plans to introduce support fq
the Dialogic 300SC-E1 voice card.
Pronexus is now distributing the
Watson Advanced Speech Recognitio
(ASR) platform from A&T with its
VBVoice, Wn32 edition application
generator for Whdows 95. dice
recognition is enabled through an inte
face control that processes speaker-
independent, continuous speech phra;
es within a user-defined vocabulary
TTS functionality is provided through
a system phrase property that reads
data from any source and converts it
into words and phrases. For more
information, contact Marc @ivin at
613-839-0033 x525.

Circle No. 533 on Reader Service Card
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Dialogic Ships DualSpan >
Dialogic Corp. announced it is novT/
shipping DualSpan, a series of voice
and call processing boards designed f¢ %
large-scale PC-based systems. The
DualSpan D/480SC-2T1 is a 48-port
voice processing card which includes
two digital network spans in a single
PC slot. According to Dialogic, devel
opers interested in building & voice
processing systems can now comfort  The DualSpan series supports appli
ably fit a 336-port voice processing  cation development underikidows
system in a single PC. The DualSpan NT, UNIX, and DOS operating sys
D/240SC-2T1 has two ports of ret ~ tems. An application written for
work interface for every port of voice Dialogic’s SCbus products can now
processing. This makes it a candidate work on boards ranging from the 4-
for applications such as debit card andport D/41ESC to the 48-port D/480SC-
tinternational call back, which do not 2T1. For more information, contact
require fully populated voice process Rosabel @0 at 201-993-3000 x6320.
ing boards. The D/240SC-2T1 also fitsCircle No. 534 on Reader Service Card

Artisoft InfoFast Fax-On-Demand/Audiotext Solution
Bundled With Dialogic Harcware Now Shipping

Artisoft announced that it is shippingvoice prompts in one sitting; and one-
Artisoft InfoFast v1.0 fax-on- button HTML document synchroniza
demand/audiotext software, the first intion that translates &b pages into fax
ala series of computer telephony (CT) able images for fax-on-demand.

solutions jointly promoted with The software is designed to run on a
Dialogic Corp. Billed as an fafrdable, standalone PC or acrossntfows 95,
professional business solution that-proWindows NT NetWare, and
rvides 24-hour access to fax documentd,ANtastic networks. Additional
Web documents, and voice recordingsoptions include a number restriction
via fax or phone, the new software  feature, which would allow users to
ncomes bundled with Dialogi’ lock out certain fax numbers (e.g.,
ProLine/2V voice processing compo 900, 976, 41); the ability to create
nent and CPi/100 fax processing com customized document headers, covers,
ponent, and is priced at $1995 MSRP and end pages; a capability which
I The bundled product will support two would allow users to generate fax files
voice lines and one fax line, andis  from any Whdows-based application
S scalable to eight voice lines and four using a built-in Vihdows printer dr
fax lines. Artisoft expects that addi  ver; and a feature that would allow
tional capabilities, including interactive users to configure their systems for
voice response, will be released in the one-call faxing, two-call faxing, or a
first half of 1997. combination of both, so callers can

InfoFast is designed for phone-inten request documents from a phone or
sive small and medium-sized businessfax handset. InfoFast alsofeifs such
es that handle repetitive customer features as: built-in error checking for
requests for information. i InfoFast consistent information fulfillment;
v1.0, customers can call any time and transmission log for monitoring and
receive items such as company record-keeping; restriction for the
brochures, directions, hours of opera number of documents faxed per caller;
tion, order forms, and the like, via fax intelligent retry strategy for faxing
or voice recording. The software pro documents; full multimedia support
vides ease-of-use features such as a for voice-prompt creation; and auto
drag and drop graphical user interfacemated start and stop dates for menu
a fully automated catalog or index of choices. For more information, call
faxable documents; a recording studio Debra Deininger at 520-670-7300.

into a single slot.
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Test Drive

includes 2 voice ports and 1 fax portincluded a Rhetorex voice processing

¥ inn-Nn. which will allow you to fax and per- board and a WildCard SatisFAXtion
satISFAthon on form voice processing tasks from the2000 board, required any jumper set-
eman same server. The Platinum versiofings. We had no memory address or
includes 4 voice ports plus 2 fax portsIRQ conflicts.
WildCard Technologies, Inc. Each version includes the software, and The software installation was a bit
180 West Beaver Creek Road each version can be upgraded. lengthy and slightly complex.
Richmond Hill, Ontario, With SatisFAXtion-On-Demand, you Specifically, we had to install several
Canada L4B 1B4 can make documents accessible to cusets of disks in a particular sequence.

Ph: 905-731-6444; Fx: 905-731-7017 tomers and field staff 24 hours a day(We installed the Platinum version for
Technical Support: 905-731-4533 (Such documents might include cataeur testing purposes.)

BBS: 905-731-4679 logues, product specifications, order When we installed the CommandFax
E-mail: support@wildcardtech.com, forms, credit applications, press releassoftware, we got to the very last disk
sales@wildcardtech.com es, position papers, and tax and legé&Disk 7) when we got an error message:

Web Site: www.wildcardtech.com forms.) You can also use SatisFAXtion<Cannot find 301.msg. Skip, Abort, or

On-Demand to reduce the cost of techRetry.” We removed the disk and per-
nical support by automating access téormed a surface scan on it (on another
Wildcard’s SatisFAXtion-On- FAQs (frequently asked questions). PC). The scan was negative. We put the

Demand system is a comprehen- The product can handle internationatlisk back into the first PC and clicked
sive fax-on-demand product. Youcall dialing, and multiple language sup-on “Skip” after several futile “Retry”
can integrate it with your existing faxport is built-in, allowing customers to attempts.
server over the network, or you can usksten to prompts in their own language. We took this snag as a variation on
it as a standalone fax-on-demand serven addition, the product allows you toMurphy’s Law. In our case, it stipulates
Wildcard provides three different fla- collect a caller's fax number, whichthe probability the installation will crash
vors for this product, SatisFAXtion-you can then use to fax broadcast yourecomes greater with each disk, and

On-Demand  Silver, Gold, andmarketing materials. exponentially greater once you insert the
Platinum. The Silver version includes 2 last disk! Well, after clicking on “Skip,”
voice ports and integrates with youl NSTALLATION we got the same error message with the

existing fax server to provide fax-on- The hardware installations wentvery next file on the disk. We thought
demand capabilities. The Gold versiorsmoothly. Neither of the cards, whichthe disk might be bad, but when we

atisFAXtion-On Demand Specifications

he technical specifications here  Telco connectors2 RJ11 for telephone  PDPORT port level.
pertain to the SatisFAXtion 2000, line connection; 1 microDIN for CompressionMH, MR.

which was included in the product LocalFax. Modes: V.17, V.29, V.27ter, V.21
version we tested (SatisFAXtion-On- Card processors32-bit Motorola channel 2.

Demand Platinum). 68000 with Rockwell fax modems. Image file formats:PCX, DCX, ASCII,
Type: Two-line co-processed 16-bit Maximum lines per PC:32. TIF supported with CAS 1.3 drivers.

ISA fax data modem. Manages T.3Regulatory:UL, CSA, CSA/NRTL, DOS Printer Emulations:Epson FX
fax protocol, image conversion and RIR/SOR 475 Class A, FCC Part  and HP LaserJet.

I/O to the host PC on the card. 15 Class A, FCC Part 68 Class A, Routing support:T.30 Subaddressing,
Number of lines:Two per card. DOC CS-03. DTMF, distinctive ring and line.
Available in the following configu- Fax speedUp to 14,400 Bps. Environmental: Storage temperature,

rations: 2000 (2 analog lines plus DOS and Windows 3.x API€Extended  —40 to 70°C (—40 to 158°F); operating
LocalFax) and 2000DID (1 analog multichannel CAS 1.3, PDXCAS temperature, 5 to 50°C (40 to 120°F);

line and 1 DID line). extended CAS 1.3. humidity, 10 to 90% non-condensing.
DAA Type:Analog. Windows 95 32-bhit APISCAS32(TM), Warranty: 3 years.
Installation: Automatic. No switches PDPORT port level. List price: $1399 for standard ver-
or jumpers. Windows NT 32-bit APISCAS32(TM), sion; $1499 for DID versiorm
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CTI LABS

brought it over to another PC, we wer&l g o for Windows hd
able to view and copy the 301.msg antie_locks Edit Search View e
all the other files as well. ®had to - A =l i o AR
choose “Skip” about 30 times and the Documents - mmm Ef Report Generator ot
copy the files to the correct path after thj| Peesmests LT_' g =
installation was complete. " = Nm L ;%‘m.&.mmw
We had similar problems in the old| |} P T A Usss aper | e
days of Whdows 3.1 when we used Pq ¢ Dascripion: ‘ ‘ cownsomarsi e
Kwik cache, which could be balky| & Ssarch fur e |
when you worked with floppy disks. | £ ' Kopworae : Lo L=
With PC Kwik cache running, many @ @ g n )
installations would accept disk afte = L= S— -
disk only to stop reading after the lag| Lo Jem=rlem Jemmllon)

disk was inserted. (One such installa
tion problem arose with Microsoft
Word, after about 1L disks.) In our
review installation, howevewe used
DOS’s Smartdrv caching program.eW
doubt it was the source of the proble
Still, the caching program could be a
fault, or even a bad floppy drive, eve
though we’ve never had problems wit
this floppy drive in the past (nor are we
currently). tions were a bit convoluted. &\found hand, rely on the host P&rocessor for
We also installed Rhetorex driversourselves skipping ahead a chapter arfedx conversion, compression, and trans
which were contained on separaté¢hen back a few chapters to install thenission. This impacts performance in
disks, and the fax drivers for thedifferent components (the Rhetorexdristandalone and server environments and
SatisAXtion board. These performedvers, fax drivers, print drivers, and thegenerally limits processing speed.
flawlessly Our only complaint: we CommandFax software). &/ would For high-volume fax environments,
would have liked to have seen a promgiave liked a READ.ME or a quick startSatisAXtion scales up to 32 channels
asking us if we wished to have theguide/addendum  containing  anper chassis and provides fault tolerance
Rhetorex and the fax drivers added toverview of the installation steps onthrough the use of Auto-Reload and
the AUTOEXEC.BAT file. The instal one sheet or page, including page AuniocalFAX features. Under an error
lation omits mention of what modifiea bers and disk labels (Insert Disk 1condition, the “WatchDog” timer
tions are necessanjoweverthe docu Rhetorex Drivers, Insert Disk 1-detects when the host or LAN stops
mentation indicates that you must modCommandFax) for reference. There is eesponding and automatically resets the
ify the AUTOEXEC by hand with cer quick start page in the documentatiorboard to re-establish communications.
tain entries to auto-load the necessafyut it is much too high-level. And with LocallAX your network
drivers. During the installation of the server can be backed up by a locally
Lastly, we installed the CommandFaxRhetorex drivers, we found that a eouattached fax machine, allowing you to
for Windows and the Print-2-Faxple of the screenshots in the manualontinue to send and receive paper
(Windows) software programs. Both of(pages 62 — 63) déred slightly from faxes, even when your server is down.
these installations went very smoothlywhat we saw on our screen. So, we did
Overall, we gave the installation ansome guesswork, which is never a goo@PERATIONAL TESTING
average rating (3), which was due morthing. We suspect that the Rhetorex-dri  We broke down testing into four
to some documentation flaws (hard-tovers were updated since the last repriireas. These include “hookup” to the
follow installation instructions) than of the documentation. Fortunatelye phone system; database management;

Figure 1. SatisFAXtion-On-
Demand's fax document
maintenance screen and
report maintenance screen.

Diouble Click_an or HHight and p

anything else. guessed well, and the system workedsing the fax-on-demand system; and
(as you will see in the Operationalusing the reporting features.
DOCUMENTATION Testing section).
Overall, the documentation was Hookup To The Phone System
excellent. The table of contents wafERTURES Hooking up the system is as simple as

well organized and studded with helpful The bulk of SatiskXtion-On- drawing four analog phone lines from
subheadings. The index was just aBemands features are listed in the sidefour analog ports on your phone system
good. W& were able to look up all thebar However it should be emphasizedand plugging them into the Rhetorex
basic keywords we could think of, aghat the Satis&Xtion board uses an on- voice processing board. Incoming calls
well as a few not-so-obvious ones. Steghoard co-processor This approach sent to the Rhetorex board are picked up
by-step instructions along with manyensures the highest fax performance fafter a preset number of rings. Then, an
accompanying screenshots are -commultiline servers by managing fax transinitial greeting is played.
tained throughout the documentation. missions with dedicated processors. After you choose four ports with
All the same, the installation instruc Class 1 and 2 modems, on the othgthone numbers you wish to reserve for
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__ System et
Company Data
Mame [ Tom Keating
swm Addrazs 1 [1 Technology Plaza
the fax-on-demand system, you can ag Sm Address 2
this information to your compars/’ Gy, S Prov. ZinCods Narwak ot Josasa
auto-attendant (that is, “Press ‘1’ tqQ File Locations:
access the fax-on-demand system”| |SYSCFG.N | SCRTRSISHSEROURNNG___ | Cover Logo | SSRRSROSRSIASEEE—
You can also tell your customers o| | Users | ESRESSERSRESISSNINNNNN, | cover Text | EESNSNSSESTEE_—
clients the direct number to access th |pecuments | BEESREE | LnksDR | SRS
system, or you can choose to keep th | viewer | EISENSSIISIRISENEN | foport DR | SRS
direct number unpublished and instea) |y pa_| EEESENSEEI— I
transfer calls from your main number tg i
the faxion'dgma?]d fsysttlem. . Local P?e.fix [ Long Distance Prefix | Irternational Prafix | |
We plugged in the four lines for incem e —— = ; -
. Applications | Force Date Format FAX Format
ing call e got th sy (0 wok @ Vs e
agswWor
. ' ; ; O Euro (ddim O asci
two analog lines for outgoing faxes. This| | Esvscrom Sl -
too, was a simple setup. Overall, harg

Figure 2. SatisFAXtion-On-
very user-friendly GUI for modifying B2l B S Kol iile[lIFE
and adding fax documents (Figure 1). Ja(eiReJeld[e]jiR
Database Management Overall, the most impressive feature i
SatisiAXtion-On-Demand, which the ease with which you can manage thgsing The Fax-On-Demand System
uses the DBF (Dbase) standard for itdatabase to add new fax documents andoyr tests included mixing text with
database, shields you from some of thattach either default cover pages or-spgraphics files, calling in as a super-
details of database management. Faific custom pages. The database filegiser and recording voice prompts
example, the product provides a DO$hcluding their locations, can be modifiedremotely requesting documents and
program, CRXEDIT, which allows via a very simple setup screen (Figure 2py|letins, and leaving voice mail. &V
you to manage fax documents. In addi The database is able to store coveyiso tried the product’ print utility,
tion, the CAXEDIT program takes logos and cover text to each individuabommandFax Print-2-Image. This
care of writing to the DBF file. fax document for customized coverytility allowed us to print from any
You could probably use your favoritepages. The system stores passworgfgindows application to create a fax
database to edit any DBF file.and institutes security levels for indi jmage file (which can then be
However this procedure could fett vidual fax documents (Figure 3). Also.faxed).
the Microsoft FoxPro CDX indexes, soCommandFax can be configured t0 The fax-on-demand software allows
we wouldnt recommend trying it with - support 900 numbers, and the softwargoy to store up to 81 simple audiotext
out baCking up the file first. allows you to observe the pertinen&essageS, which you can use to make
The screens for maintaining, modify FCC regulations. brief announcements, provide addition
ing, and adding fax documents are fairly CommandFax will also process credy| instructions to the calleror relay
user-friendly We were able to familiar it card purchases of faxes that have gther information. CommandFax, the
ize ourselves with the interface withoutost associated with them within thenain piece of software, comes with a
consulting the documentation. In addidatabase. It performs the Modulo 1Qet of pre-recorded demonstration
tion, the producs CommandFax pro algorithm to determine if the number isypjce messages which work with its
gram, which runs under Mtows, has a a true credit card numhebut it does demonstration system.
not check to see if it is an invalid card To customize your own recordings’

(say stolen or expired). It doesrictt  yoy can easily record them over exist
aIIy perform .credlt verlflcatlon or pay mg recordings by using a te|eph0ne
ment deductions, but it creates a log filgonnected to the voice card and by

ware setup was very easife encoun
tered no problems whatsoever

Security Dialog

Document# ENTHEENINNN

SecurityLevel] 0 cost] $0.00
| Start:
‘ Date: [07/128134 Time: [11:10
| Expiration:
‘ Date: |12131/93 Time; |23.59
[ Daily:
‘ Start | -0 End: F;:"*

Save| | |Cancel

Figure 3. SatisFAXtion-On-
Demand’s screen for modify-

ing document security and
expiration settings.
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of purchases which can be submitted tgoing into sysop mode.oti can rere
a bank for credit deductions. cord the digits in your own voice as
Another database management-fegyell, by entering sysop mode, and
ture is the ability to provide documentshen simply pressing the digit on the
with eXpIratlon dates. This is useful forphone you wish to record, followed by
SUbSC”puon |nf0rmat|0n, show the pound (#) Sign_ A Complete Script
brochures, product announcements, etgf CommandFax default recordings
Finally, it has a database of area codg§ere included in a file called
and local exchanges which will auto SCRIPTTXT, which you can view
matically “parse” out any unnecessaryyith an ASCII editor The manual also
information (extraneous area codes Qfontains a printout of the script file
the long-distance prefix) depending othames and corresponding deserip
the phone number entered, so youions, which is useful for recording

faXeS W|” aIWayS be directed to the righyour own fax_on_demand Voice
number (assuming, of course, the callgfrompts.
entered the phone number correctly). = \we were able to call into the demon
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stration system and request multipl
documents and bulletins quickly an
easily We added a few of our own cus
tom documents and voice prompts, a
the system handled these without
hitch. We also included faxes with both

an LPT port or to an ASCII text file,
which you can then open in aivdows
word-processor application for format
ting and printing.

The only improvement to the reporting
we would suggest concerns report-out
text and DCX format files. The systent put. W& would like to be able to output
worked flawlessly (Figure 1). One of the reports includedhese reports to quote-comma-delimited

During our test runs we could watchwas a document catalog — a simpler other standard database file formats.
the fax-on-demand serverscreen dis listing of all documents in the systemSuch a feature would have allowed us to
play and see what was going on, sucA more detailed listing, including all perform our own data manipulation,
as “playing Digits: 2” or “playing MSG the fields of all the documents, is alssuch as sorting within our favorite data
300.” Figure 4 shows a run-time examavailable. base program. Of course, you could use
ple of the fax-on-demand system play Also included is a document diag the FAXDOC.DBF or FRAXLOG.DBF
ing back the fax number the usenostics report. This useful featuredatabase files (and write your own report
entered. The status of each port, totalhecks whether all the PCX/DCX andusing these files), but it would be nice to
calls todayerror calls, and other statis TIF files are valid. ¥u can also create use the built-in reports, which already
tics are shown in Figure 5. a report of what documents wereparse out extraneous fields.

requested by day or series of days. User
Reporting Features activity reports and other reports ar&’OOM FOR IMPROVEMENT
The reporting features were excellendlso included. Reports can be output to Although you could say it is the

atisFAxtion OH_Demand Features «Collects and validates credit card

numbers.

eIncludes standard reports. (For €us
tom reports, use comma-delimited
or .DBF transaction logs.)

*Provides transaction logs for each
call. (Records date, time, duration,
fax and voice numbers, document(s)
ordered.)

*Defines up to three levels of seeuri
ty/access. (Password protection on
documents and system configuration.)

RATINGS (1-5) |

Installation: 3
Documentation: 4.25
Features: 4.5
GUI: 4.25

General Features Facsimile
\oice *Transmission of mixed file types;
*Customizable voice menus; ability ability to combine text (. TXT) and
to implement changes remotely graphics (PCX/DCXI/TIF).
eSupport for up to nine languages ateOptional cover page and end page
a time (ideal for international appli  on all fax transmissions.

cations). *High-volume broadcast fax from
eIndividually configurable voice any DBF database (built-in).

lines for diferent voice menus, *Choice of low-resolution (108

3B T

cover and back pages (ideal for-ser 200) and high-resolution (200
vice providers). 200) fax transmission.

*Audiotext document descriptions.

Document Management

Telephony *Document databases in .DBF file

*Configurable outdial modes (to per format; indexes in Microsoft
mit local calls, long-distance calls  FoxPro.CDX format.
to specified area codes, calls to all «Separate cover logo and text for
area codes, international calls, any users or documents (or no cover
or all of the preceding modes). page).

*Configurable line modes (callback <Configurable up to 81 catalogs/9
and simultaneous inbound voice bulletins and a nearly unlimited
and outbound). number of documents.

*Support for shared lines (except on «Expiration, password protection, and
the server version — customer mustembago dates for documents and
call from the handset of their fax users.
machine). *Up to three levels of password

eLock out applicable to specific protection for documents and
numbers (such as 900, 976,141 users.
etc.).

*Operates in areas with multiple
local area codes (localities with
overlay area codes).

Vol. 2 (1)

Management And Reporting
*Keeps track of account balance
restrictions.

Other
*Built-in broadcast fax. (Use your sys
tem simultaneously to broadcast faxes
and service fax-on-demand requests.)
«Ability to interface to most voice
mail systems. (The product can also
store voice messages from callers
within the system.)

SatisFAXtion-On-Demand Gold
Capable of handling up to 10 calls
per hour and of sending up to 80 fax
pages per houthis entry-level
standalone information-on-demand
server includes a 2 channel Rhetorex
Duet voice card, a Sati8Ktion 400
intelligent fax card, and Nuntius
CommandFax Information on
Demand application software. This
system upgrades easily if you
require additional fax or voice lines.
Handles 30+ calls/houRetail price

is $1,999.
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responsibility of the voice card and fa
drivers to modify the CONFIG.SYS andjirssps sy
AUTOEXEC.BAT, we would like the |NErRERIEES
CommandFax installation to detec]iiSsimem

which cards are being used and thg
make the appropriate changes to t
AUTOEXEC.BAT and CONFIG.SYS
files automatically This is particularly
true if you are using the standard harg
warewhich ships with the SatigiXtion-
On-Demand product. The automati
modifications should happen afte
prompting the user with the changes ths
are to be made to these files. This wou
make for a complete, tightly integrated
fax-on-demand solution with minimal
installation hassles. 11-21-96 17:2 Press F1 for Help

We'd like to see support for 32-bit fax . o Flgure 4. SatisFAXtion-On-
and voice processing drivers, which uske to see the ability to “call/run” the B PP I I R[0S & 3] s) (he 17

{c) 1990-1996 Muntius

System # 1 i
Mem Free: 229728
Activity; 13.6% -

CommandFax 3.52p DPMI
Online since: 5
Current:
Next Event:

01:41
Call 16

Ready For Call
Haiting. ..

DEMO #1 DEHO #2

ystem startup

less conventional memagryand which
generally load fasterAlso, we would

SatisFAXtion-On-Demand Platinum
Capable of handling up to 30 calls
per hour and of sending up to 200
fax pages per hoythis mid-range
package includes a 4 channel
Rhetorex Quartet voice card, a 2
channel Satis&kXtion 2000 intelli
gent fax card, and Nuntius
CommandFax Information on
Demand software. This system also
upgrades easily if you require addi
tional fax or voice lines. Retail price
is $3339.

SatisFAXtion-On-Demand

For Fax Servers

Designed to handle up to 30+ calls
per houy this package is appropriate if
you want to connect your Information
on Demand system to your existing
fax serverThe package includes a 4
channel Rhetorex Quartet voice card
and Nuntius CommandFax
Information on Demand software.
Retail price is $1,699. This system
can be connected as a user to the fol
lowing popular fax servers:

*FACSys 3.40a from Optus Software
*FaxPress from Castelle

eFaxServe from Cheyenne
Communications

eLanFAX Redirector from Alcom
*NetSatisAXtion from Delrina or
Intel

*ObjectFax from Taffic Software
*RightFax from Righftax m

Subscribe FREE online at www.ctimag.com

fax management program (RXEDIT) voice prompts being played.
from within the run-time CommandFaxgTRT 10 case, the fax number
(CFAX) software. Of course, no outgo N7 by the caller is being

ing faxes must be in queue or presentiBECYTRL Y o /@ ok 11 -Rez 1= o
transmitting for any changes to the DBF

database to take place. This is probab!

a security precaution, sincesithossible
to corrupt the database if you modify it v°ice E'Mail 5 o FOI‘
Exchange

while it is in use.
CONCI'USION. . . Bonzi Software

We really liked the user-friendliness ggaq Brookline Lane
a bit surprised at the DOS interfage’ . go5.238-5798
ease of use for fax management an g_ i info@bonzi.com
monitoring. The Wihdows version of WElh G e e S
CommandFax was also very easy to us ’ '
and maintain.

The feature set for this system is very
good. If you are interested in seeing Bonzi's \bice E-Mail, which allows

demonstration, you can calliMtard’s you to combine e-mail and voice
demonstration system at 800-801-454 mail capabilities, istt’'necessarily a
which is available 24 hours a day means of replacing your existing voice
days a week. mail system. Ratherby introducing
{c) 1990-1996 Nuntius

Voice Activity CommandFax

System # 1
Mem Free: 22
Activity: 4@

Online since:
Current:
Next Event:

Fax Hardware
Fax Jobs
Fax Queue

Voice Status
Calls
Today

Total
Calls

Total Total
Complete Errors

Error
Calls

Compl
Calls

Figure 5. SatisFAXtion-On-
Demand: Real-time statistics
for the fax-on-demand system.

11-21-96 17:2 Press F1 for Help
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| Address: I"Wulhem Gates ] [ Insert " Clear |
Subject: [Sun.| | [ pefaut || Zoom |
voice e-mail, the product acts as a Rleasigi:
“enhancement” to your existing voice A Vemaudio.wav - Sound Recorder IEE \

mail system. But, in any case, why Edit Effectz Help
would you consider dice E-mail? Wo (| Pesion: | - Lengih
reasons: 1) Adding the ability to clearly 1142 sec. .42 sec
convey emotion and/or attitude with |
your text messages. 2) Increasing-prq
ductivity by adding content to your
messages as quickly as you can speak
Voice E-Mail, by giving users the = .
ability to add emotion to message ?.,.,,“”;:,,.,.,: = W Oc.,m"g::,m
(whether over internal e-mail or over
the Internet), satisfies a basic need fq | Send | | cancer | | seorch |

people who are attempting to commu - - - - - -
nicate via text messages. If you dout Figure 6. Voice E-Mail: Main screen for creating voice e-mail,

this need exists' we invite you to eon inC|Uding recording a message and inserting a picture.
sider why else “emoticons” would have
become so popular audio compression algorithms todayVindows NT

As for the productivity issue, we are “lossy’ which means they lose dig <4 MB of RAM and 2 MB of free
would like to point out that while most ital waveform data during compressiondisk space.
computer users type 20-30 words pefhe more information is lost, the more Supported platforms include
minute, human speech averagethe quality suers. And there is no way WinCIM, America Online, Microsoft
200-250 words per minute. Thus, théo get the information back oncesit’ Mail, Microsoft Exchange, Eudora, and
use of voice over written text increasegone, which means an uncompressedetscape
how much content can be packed into gecording will never again sound exact

message in a given period of time, anty like the original. OPERATIONAL TESTING

thus increases productivity “Lossless” compression, on the other We tested Wice E-Mail 3.0 using the
hand, doesm’lose any of the original Microsoft Exchange version on a

FEATURES data. The uncompressed audio sounasachine with multimedia support. &V

Voice E-Mail supports the inclusionexactly like the original recording refer readers to Figure 6 to see the main
of pictures and photographs in youbecausét is the original recording. No interface for creating a voice e-mail.
messages. Thus, a persophotograph information is lost. The uncompressed To insert an image, graphic, or pic
can be accompanied by a voice sampRudio and the original recording areure, you simply click on the Insert but
from that person. identical in size and quality ton on the “Create &ice E-Mail”

The \Wice E-Mail Mewer supports To conserve disk space, all of youscreen and then select the file you
all of the following image file formats: Voice E-Mail files are stored in com desire. All images, graphics, and ic
Bitmap Files (*.BMP), GIF Files pressed format on your hard disktures are re-sized to fit into this thumb
(*.GIF), JPEG Files (*.JPG), TIFF nail. To expand the thumbnail into the
Files (*.TIF), PCX Files (*.PCX), |[WelERSS EIRITg S Ll full viewer, you just click on the Zoom
WMF Files (*WMF), Targa Files button, and the picture will zoom out to
(*. TGA), EPS Files (*.EPS), Kodak its full size. © remove an image,
PhotoCD (*.PCD), MacPaint Files graphic, or picture, there is a Clear-but
(*.MAC), MS Paint Files (*.MSP), ton. After you click on this button, the
0S/2 Bitmap (*.BMP), JFIF Files » . thumbnail viewer displays “No
(*JPG), CM?D (Files (l.CMP), hai1 Figure 7. Voice E-Mail: The Picture.” If you find yourself repeated
Files (*JPG), SUN Raster (*.RAS), INthbikiiaii e AR EEENEE ly inserting the same picture, you can
CALS Raster (*.CAL), TIFF LZW [Nl ERUEC Ll ERE ) Click on the Default button. Then, every
Files (*.TIF), GEM Image (*.IMG), large TIF file (5 meg). time you create a newoite E-Mail,

/1\  LEAD Enor inemal Eror 20047~ callLEAD

OK

WordPerfect (*WPG), Macintosh the Mewer will default to that picture.
PICT (*.PCT), and CCITT Files However you can save any original Bonzi Softwares \bice E-mail 3.0
(*.TIF). WAV file out of its compressed .VEM crashed (Figure 7) when we attached a

Voice E-Mail 3.0 uses a new “loss file by clicking the Save As button onmoderately sized .TIF file to the picture
less” compression technology specifithe \bice E-Mail Playerand then giv box. The crash would occur when
cally optimized for digital audio. Most ing it a name other than VEMAU Voice E-Mail was trying to compress

DIO.WAV. the voice. Apparently inadequate
memory caused the errowhich then
m SYSTEM REQUIREMENTS crashed the voice e-mail programeW
Installation: 4.5 To use Vice E-Mail, you need: were forced to redo th_e voice .e—.mail.
E e A °a §ound card and a microphone. We rebooted and retried a similarly
el *Windows 3.1, Vihdows for sized .TIF (about 1 meg), and the pro
Workgroups 3.1, Windows 95, or gram crashed again. When we limited

Documentation (online help): 4
GUI: 4.25
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& general-info - Windows Mr:sam
Fle Edit Yiew ool [[ROCTE Hoip |

& b Mazzags Cateh
KE‘;%::E;JGJ. Ainecal Opdans e [Recerved [ see] ‘
: Brenmaraen N e e T e . :
racan [N = o=z e S0 12004 = Figure 8. Voice E-Mail: Integration
jwmmm::: ol it 154 ke with Microsoft Exchange. You click
) kel ourpor¥ T HTomFasing cﬁmm ?;Ezzgﬁ* : on Compose and then on Create
L it ch Tehrani wini2s amor L J 4 = - -
5 Ot B R Teean FE MoasFees  6/8/95237 AN £ New Voice E-Mail to create a voice
) Sent Hems & Righ Tekan FE spars compiters  B/5/95 B53 PM 1K .
> @ o - A 1y X e-mail message.
Bior B Rich Tebrani 4/19/95 201 P1 ®
B oacaion B8 Rich Tehani 41195 327 P =
£ vt b "8 o Tewen o T 1 8 "
S 8 FaTee s W = has voice mail, automated attendant,

4] O ok P 207, AR = audiotext, and facsimile functions, all of

B i Toteen o Yase 028 x which are fully integrated.

!B Rich Tehrani dakna 3/6/95 B33 AM . 4 .

B Fich Tebean debra 2121/35 152 40 = TeLANophy, when integrated on
your local area network with Repartee’
voice processing system, provides fully
integrated features, including voice
mail, e-mail, faxes, integration with

: e .| your database, as well as caller-ID and
Craates aVeica Eial _| automatic number identification (ANI).

TeLANophy ofers total call control,
our testing to smaller graphics, the provoice e-mail messages from regular eincluding dial out, take an incoming
gram seemed to work fine. mail messages. Color-coded icons, fotall, request hold, transfeand other

To play a voice e-mail, you mustexample, would let you know at aadvanced features.
have Bonzs player Thus, you wort’ glance what message types you had.
be able to send voice e-mails to just We were surprised that this producINSTAI.I.ATION
anyone. (Before you send anyone kcked a button on Exchangeoolbar A technician from Active Wice visit
voice e-mail, you must make sure theyo create a new “voice e-mail.” Insteaded CTI Labs and installed the Repartee
have the player Fortunatelythe play you must click on Compose and thewoice mail system and its accompany
er can be downloaded for free abn Create New &dice E-Mail, which ing software. On the client side, our
Bonzi's Web site. Actuallyif you do was a bit tedious (Figure 8). Also, ininstallation of the @ LANophy modules
decide to send a voice e-mail to semehose instances where we already stamvent without a hitch. Getting the client
one, and you are unsure whether thisd a new message, we would like tdo connect to the Repartee system was a
person has the playgou dont need to have a button on the new messagelittle tricky, though.
worry. Voice E-Mail 3.0 “tags” a mes toolbar to create a voice e-mail. We had dificulty connecting to the
sage to the bottom of every voice e- We would have also liked to have hadRkepartee server because the subnet
mail. The message reads, “This is &e option of omitting the text at the bot mask was entered incorrectly during
Voice E-Mail (.VEM) file, created tom of every message directing thehe installation on the Repartee server
using \bice E-Mail 3.0 for Microsoft message recipient to Bonzs Web site (It was supposed to be 255.255.255.0,
Mail/Exchange. For complete informa for more information. Finallywe would but it was entered 255.0.0.0 instead.)
tion, go to http://wwwbonzi.com.” have liked to have been able to attactie couldnt find the configuration pro

Thus, anyone who receives this mesother types of files other than picturegram to change the subnet mask, so we
sage is alerted to the availability of thdiles. If this feature were added, userended up re-installing over 10 disks.
Web site, where they can learn abouwould no longer be obliged to send sep It did seem odd that the OS/2 server

the free download option. Of coursearate e-mails for file attachments. lacked an intuitive means of changing
the recipient will need b access and the TCP/IP settings. (Then again, the
a bit of computer expertise. Also, the TCP/IP protocol is a recent addition to
free player permits only the viewing TelANophv the Repartee system.) After we fixed the
and playing of voice e-mailsoTcreate TCP/IP setting, we were able to have
your own voice e-mails, you will need _ . . . the client software on a MHows 95
to purchase the full version. Active Voice Corporation machine logon to the Repartee server
2901 Third Aenue We also had some fiifulty hooking
ROOM FOR IMPROVEMENT Seattle, ik 98121 up the Repartee server to our Comdial
We would like the product to make it Ph: 206-441-4700; Fx: 206-441-4784 pxp switch. (This problem, however
easier for users to opt for having th¢ Web Site: wwuactivevoice.com was in no way the fault of the
voice e-mail automatically play the TeLANophy product.) At first, we were

voice portion (auto-play) of a message. unable to access any phone functienal
Ideally, this functionality should be eLANophy a computer-telephony ity. After several hours, we decided to
available whenever a user doubIeTand unified messaging softwarecall it a day We figured we would try
clicks on a voice e-mail. At present, B application, brings total call handlingand call a Comdial technician to aid us
you have to click on the play buttonand mail management to the computén the integration.
each time you want to listen to thedesktop. The product uses Microsoft A few days laterour team of CTI
voice portion of the message. Windows, and works in conjunction withengineers resumed its installation
In the Exchange inbox itself, it would Active \bice's Repartee voice mail/call efforts. We disconnected a couple of
help if Woice E-Mail distinguished processor system. The Repartee systemur voice mail ports and hooked them
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up to the Repartee system. After wédy design; therefore, they cannot béions such as these to help make people
customized a few settings in theused to connect two parties. The techin the industry aware of the need for
Comdial DXP software, we saw somenician told us that using Comdisl’ continuous dbrts to facilitate integra
functionality between the Repartee syswideopen.dice would allow Active tion. Discussions of such problems can
tem and the Comdial switch. &\ivere Voice’s TeLANophy product to be able usually be generalized to the industry
able to make an outgoing call fromto perform dial out, transfers, and otheas a whole, and how it stands on inter
ViewCall (one of €ELANophy’s com call functionality operability issues. W expect that
ponents), which automatically dialed We were a little disappointed thatemphasizing the benefits of standard
our extension. After we picked up theActive Woice lacked this information. ization and conducting open, objective
handset (which was ringing), theSo, we were all the more grateful thatliscussions of integration problems
Repartee system started sending DTM#he Comdial representative took sawill contribute to the industrg’ eforts
digits of the phone numhewhich we much time to help us figure out that theo facilitate interoperability
could hear on the receiver Comdial DXP didnt support what we Because the integration problem
Unfortunately there was no dial wanted to do with the Active dite encountered in this installation wasn’
tone. The system could not dial out. Sggroduct. fully resolved, our testing of some of
we played with some dérent configu [Technology Editds Note:Compli- the call functionality was limited to
ration settings on our Comdial DXPcations such as these are common whémoking at how the GUI interface
switch, but no sooner would we acti you attempt to integrate products fronworked and how it would facilitate call
vate one feature than find we had deadifferent vendors. CertainlyActive handling. Some of our comments are
tivated another We consulted a Voice is not alone in having less tharbased on a call functionality demon
Comdial technician, who told us thatperfect knowledge about how its prodstration by Active gice. Howeverwe
unlike intercom ports, the voice mailucts integrate with products from othemwere able to conduct thorough tests of
ports are not call-conference-enabledendors. V8 only mention complica the producs voice mail features.

dding Unified Messaging To Your Phone System:
The Alternatives And What They Mean To You

BY SUSAN WARREN playing them over their Gite phone.  TSAP|
RHETOREX MARKETING EVANGELIST In effect, the connection between One of the standard methods you

the phone system and messaging  hear a lot about these days is
ne of the best things about unified server is a gateway for voice fiiaf Novell's Telephony Services
messaging is that it replaces the between the data network and the  Application Programming Interface
time-consuming, sequential interface public telephone network. In addition (TSAPI). TSAPI provides the kind
of your old voice mail system (“Press to the voice signal, other information of connection needed for unified
5 to listen to the next message...”) about the call (caller ID, etc.) must messaging (and much more), but at a

with an intuitive, visual interface. pass through this gateway steep price. First, you must pay the
That's great, but how do the voice How is this critical connection telephone system manufacturer for a
messages get there in the first place?made? Therein lies the problem. TSAPI NLM (NetWare Loadable

And, for that matterhow do they get Unlike the IT (Internet telephony) Module), which can range from

back out again? world, where standards define most $10,000 to $40,000. Then there is

Chances are that your unified mes hardware and much software, tele  the cost of the Novell per-seat
saging server will be connected to  phone systems are almost always-prolicense: a Netware€elephony
your companys telephone system — prietary in design. Most telephone  Services 2.1 license is priced from
not directly to the public telephone  systems sold today provide methods t§140 to $260 per usefhese num
network. The connection between theinterconnect with PCs, but at a price. bers assume your current telephone
messaging server and your company’And while many of the methods pro system can use TSAPI at all (manu
phone system (PBX or key system) vided adhere to a standard, no one facturers tend to &ér it only on
lets callers record a voice message fanethod is pervasive. Some methods their newest models). Even if you
you when you dot’answer your pass only the call information or only don't buy a new phone system, the
phone and allows users to call from the voice signal, so two methods musfprice tag for TSAPI can add up to
the road and listen to their messages be used together to provide a completeig bucks. Unless your business
(voice, e-mail, and fax). It likewise  connection. Wrse yet, about half of plans to use its powerful call-control
enables a very convenient way for  the legacy telephone systems alreadyfeatures for a call centeTSAPI is
desk jockeys to listen to voice mes installed in North America support  overkill (both technically and finan
sages without a sound board — by proprietary connections only cially) for unified messaging.
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DOCUMENTATION being divided among a potentiallyand-drop conference calls, a call log,
The TeLANophy documentation confusing array of separate manualsiand a contact PIM.]

briefly and straightforwardly coveredOverall, we gave the documentation

the various €LANophy modules and @& 4.0 rating. ViewCall

described the various icons. Thougl& ~ Most people can only handle one
sketchy the documentation proved ade COMPONENTS . incoming call at a time. But with
quate, mostly because the prodsictt TeLANophy is a multi-component ViewCall, you can manage multiple
modules  (VewCall, MewMail, application. These components includencoming calls and assist important
ViewFax, and others) had easy-toViewCall, MewCall Plus, VewMail, callers immediately — even when

understand graphical user interfaces. IMiewFax, and E-Mail Notify/Delivery you're already using the telephone. By
any case, more detailed instructions afeach of these is discussed below controlling many calls at once,
available via ELANophy's online [Technology Editds note: Active ViewCall manages callers and mes
help, which is quite good. Voice also is shipping a thlrd-partysages in ways that wogld ordinarily
Actually using ELANophy didnt software calle_d PhoneMax. dt'very require an assistastattention. _

occasion any dffculties as chal similarto the VewCall Plus product, in With ViewCall, you can selectively
lenging as the product’'configura thatitis astandaloneAPl/TSAPl soft transfer callers_to your voice ma!lbox or
tion and setup, particularly withware program. Connect it to a TSAPIl-another extension, all with the click of a
respect to accounts and other inforor TAPI-compatible system, and youmouse. Whether on orfdhe phone, you
mation on the Repartee systemhave a powerful first-party call controlcan play a prerecorded greeting which
Although we are not reviewing thesoftware program right from your desk politely teII_s callers you're u_navallable,
Repartee system itself, the docutop. Wth this setup, you doh'need a and then gives them the option of trans
mentation for the Repartee voiceRepartee serveSome of the featuresferring or Iea\(ing a message. A neatfea
mail system was very good (despit®f the PhoneMax product include dragture lets you listen to messages as they're

SMDI use today can support analog phones asmulation is to connect using voice
Another standard method is SMD| Stations. Using the analog station emu processing cards that emulate the-pro
(Simplified Message Desk Interface). lation method, the messaging server  prietary stations for the telephone sys
With SMDI, call information is passed connects through analog voice proeesstem. This approach, known as prepri
over a low-speed serial link from the Ing boards to emulate a group of analogtary station emulation, costs about
PBX to the messaging serv@he stations on the telephone system. The the same as analog station emulation,
voice signal is passed using the analogPst of analog station emulation varies and it passes both the voice signal and
station emulation method described 9reatly between telephone systems, butall information, as required for uni
below It's up to the unified messagingiS typically only a fraction of the cost of fied messaging. Cards that emulate
software to match up the call informa TSAPI. Since this method passes the proprietary stations are available only
tion with the appropriate call. SMDI is Voice signal onlyit must be used for those telephone systems withgler
usually cheap or free, and it provides together with SMDI or in-band sigral  market share; nonetheless, such cards
exactly the information the messagingind to provide the sort of connection  can be an attractive option when you
server requires. Since information for needed for unified messaging. need a unified messaging solution.

all calls is passed over a single link, ~ The in-band signaling method pass

there can be some delay while the  €s the call information over the ana ,
messaging server sorts )é)ut the call, 10g line before connecting the voice _ RNetOEX, Inc. designs, develops,

especially if the server is answering Signal. Like SMDI, this method is manufactues, and Imarkelts UL A1,

many calls at once. SMDI is a good Cheap o free, and it provides exactly Puter-based digital signa pcesr;smg

choice for unified messaging, but not the information the messaging _SerVer(DSP) hadwahre I?nd soft;vaar.bT_ de'

many telephone systems support it. requires. Unlike SMDI, the call infor cOmpanya wholly owned subsidir
mation arrives with the call, reducing of Octel Communications

the chance for server delays. Corporation, is located in the hetaof
ANALOG STATION EMULATION For the lage percemage{,f tele  Silicon \alley with additional offices
The method supported by more tele ppone systems that are completely in New JerseyGeogia, Texas,
phone systems than any other is analogorietary only two connection lllinois, and the United Kingdom.

station emulation. In telephony-speak, &ptions are available. Analog station Rhetoex offers a wide range of voice
station is an dice phone or extension  amylation can be used but, without Processing pducts fom the simplest

attached to a telephone system. SMDI or in-band signaling, the utility Voice mail applications to the Igest
Virtually all telephone systems work ¢ the connection is severely limited. @nd most sophisticated computer-tele
only with stations from the same manu phony systems. For neinformation,
facturer with only one exception: plain contact Rhetax at 408-370-0881 or

old analog phones, like the ones you PROPRIETARY STATION EMULATION visit Rhetoexs Wb site at
use at home. Most telephone systems in An alternative to analog station wwwrhetorex.comm
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c T I L A BS "ia Telephone Options Help et
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being recorded, and also lets you pu
callers out of voice mail.

ViewCall displays data about eack
caller from the moment Repartee route
them to your extension (Figure 9)
Using caller identification or caller-
entered account numbers,ieWCall
retrieves records from PIMs (Persons
Information Managers) and pops then
on-screen automaticallyjLive, impor
NI E N R TR e Sl A iR %e) Flgure 9. TeLANophy: The main screen for handling your

| I ¥

| ©1992-1996 by Active Voice Comaoration. All ights reservad. [on [v2mes [ easem

improve service for every caller
_ ¥ ViewMail
ViewCall Plus File Edit View Message Telephone Options Help

ViewCall Plus has all the capabilities| s = S
of ViewCall and more. It controls all k| = | = @ Q qi‘ ﬁ

calls — both inbound and outbalin— |L22=0 | Send Dacrect Archive] Deiels j S0 oui
from your PC using the power oAPI

Reply

TO: Keating, Tom (143) 12/9/96 1207 PM ) 0:01  Hello Tom

and TSAPI telephone systems. Basicalll
ViewCall Plus lets you manage calls ol B Public Interview 12/9/96 11:14 AM g:; 008
H = Public Intéryisw 12/9/96 11112 AM LR E:]
the PC instead of the telephone. B Publicinterview 12/9/96 1110AM ) 0.04
ViewCall Plus manages severam rublicinterview 12/6/96 7.48PM o) 0:02
incoming and outgoing calls simultane g Public Interview 12/6/96 713 PM xg 0:04
. Public Interview 120598 7IZ2PM 0:07
OUSIV SO you can handle more calls i E3  Publicinterview 12/6/96 11:17 AM ) 051

less time with less &frt. Three inte
grated windows control every aspect g Figure 10. TeLANophy: The
your telephone communications. Thg main screen for retrieving
Telephone Control window shows the and sending voice mail,
flow of calls to and from your exten faxes, and e-mails.

sion; the Call Log window records all .
call activity; and the Contact List man | ©1952-1996 by Active Voice Corporation. Allights res | &/ | zwss | 1zniem

ages data about each caller

You can dial a number by selecting Persnnal Database Options |

name from the Call Log or the Contac
List and clicking on the dial button. Or| FProduct name: [None - | oK l
you can “drag and drop” the name t{ Siwanup command:  [™ DDE Server E S
the Telephone Control windowlIn A pder i [ coneut |
iti ig| Working directory: remnliar : o

addition, records from the Contact Lis Telemagic for Windows v2.0x - Setup |
or your personal database (when avai .
able) pop up automatically to give yoy Leokup action: © Don't look up caller Help
important information for each call. ¢ Display galler name only

. . & Display full caller record
ViewMail P

An intuitive Windows interface | giosing action: |

g action: ™~ &

shows you the sendsrname, the sub rm_'f" vl
ject, and the date and time messag . AUOIHIES CBIRDOSS WiN tow. aftec/cal

were sent. This information allows yo . —
T R e R eIk Figure 11. TeLANophy: Screenshot showing some of the built-in con-

Messages are managed with a few ] ] ]
mouse clicks. Intuitive buttons let youtasks, and the telephone is available faant documents. It manages both inbound

hear leave, replyredirect, archive, and inbound and outbound calls. and outbound faxes right from your
delete messages, and you can rewind, desktop PC, making fax communications
pause, and fast-forward them during/iewFax faster easierand totally confidential.

playback. On multimedia PCs, ViewFaxmakes manually sendingand Incoming faxes can be sent directly
ViewMail lets you use a sound devicdeceiving faxes obsolete. No more walkto your universal mailbox using DID,
to play and record messages, so yoQd to the fax machine, waiting in line,so you can access them via computer or
can control them without picking up thedialing numbers, feeding in pages, otelephone. They can be forwarded to e-
telephone. Wur hands are free for otherchecking every few minutes for impor mail or sent to a nearby fax machine
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s e g Dlating Brati
L SR paiel B oone Db R g e
When call is completed Help Liay distnnre: fr- ‘_"‘“‘J Commence 3.0,
 Ramove call trom lis Bieip | GoldMine, and
& Sme colinkitior |7 deys Dusfing Sulfin Microsoft Access;
¥ Minimize ViewCall windaw Ll | the product also
Lemg distancs. { supports DDE
Figure 12. TeLANophy: (Figure 1).
Screenshot showing display P T * Recoding (and
options for calls, as well as S 3 playback) of infor
feature for setting how long A M C = 7 mation spoken by
a call may be saved in a list. tinmpies gure 1. the caller:In cases
T St Aa B‘?LII;\NODhyl where a callés
1aling telephone number
(A AR options. is unknown.
On incoming call ok | TeLANophy
it cancet | |  FEATURES records the callés response to a
——— — We will briefly discuss &LANophy’s query (usually a request for the
e = _teb || oatures in the areas of call controlcallers name and/or #&fiation).
T el n., security and unified messaging. TeLA(I;l_oph%/ 'Trtnedlate'); plays thlf
 Expiring hold ie... recording back to you at your wor
% Abandaned hold File... Call Control station (if a sound device is present)
 Leaving message File... TeLANophy gives you complete con or over the telephone.
trol over incoming calls, right from your TeLANophy's ViewCall interface
Esnbempnd iyl computer Calls which are answered byhas lage, easy-to-read icons which
Repartees automated attendant are-disallow you to take a call, ask a caller to

Figure 13. TeLANophy:
Different notification meth-
ods, as well as options for cus-

played on your computer screen withirhold or leave a message, or transfer a
the MewCall program the instant theycall to a diferent extension with a sin
are routed to your extension. gle mouse click. Some options which
Identifying The Caller: TeLANophy are available within ¥wCall include
provides you with three ways to identi setting how many days to keep a call in
a save list, showing callers’ phone

tomizing sound files depend-
ing on certain events (incom-
ing call, expiring hold, etc.). fy callers:

« Caller ID or ANI information: numbers (caller ID), and keeping
Whenever caller ID or ANI information ViewCall minimized (Figure 12).
&s available, the system in conjunction Notification Features:On an incom
with your database will identify a callering call, you can flash the id&vCall

while you're traveling, or they can be
redirected to other Repartee users.
ViewFax also makes it easy to sen
outbound faxes right from your desktop0
with Print-to-Fax. Print-to-Fax inte
grates with many popular personal dat

y name, numberand other pertinent icon (minimized) or open thei®&wvCall
a{nformation. Thus, you will know who window, as well as play a specified
base applications, so you can deliver IS calling before you answer the call. WAV file. You can also bg mformgd of
fax to any contact in just a few seconds, TeI__AN(_)phy supports any callerwhen a callt_ar is approa_chlng maximum
identification information supplied by hold time, is abandoning hold, or is
E-Mail Notify/Deliver y the public telephone network. Forleaving a message. All of these actions
The E-mail Integration package giveexample, €LANophy automatically are indicated by user-specified AW
you 24-hour two-way access to e-maildisplays an incoming callertelephone sound files. Finally you can request
messages, without a laptop or modemumber that all incoming calls automatically
connection. No matter where you are or « Account number or telephone numplay the screened callsrname as well
what time it is, your e-mail is as close aber (captued as DTMF digits): as have ‘éwCall automatically moni
the nearest telephone or fax machine. TeLANophy can ask a caller to enter aor the callels message (similar to call-
When you check your universaltelephone numbgaccount numbeior screening). All of these notification
mailbox, the E-Mail Notify/Delivery other identifying number using touch-options are shown in Figure 13.
module includes e-mail with voice andtones. Once this number is collected, Dialing Options: These include
fax messages. Information is providedeLANophy displays this information specifying any dial-out prefixes (such
about each message so you can quickbutomatically as “9”) and dialing stiifxes. You can
prioritize them, skip long ones, and-lis  Using this information, you can havealso designate your local area code and
ten to attachments when necess®ou TeLANophy search your personal datawhether or not a particular area code
also have the option to forward e-maibase of telephone contacts for a matclshould be considered long-distance
to the nearest fax machineitiWthe E- ing record. If BLANophy finds a (Figure 14).
Mail Reader module, you can listen tanatch, it will show the callés name,  This product could be even more
any e-mail message using text-toalong with the telephone numbércan powerful if it had more “smart” dialing
speech conversion. Once you've heardven open your database and displafgatures, such as those available with
the message, you can record a reptpe callets complete record. Some ofWildcard’s SatisAXtion-On-Demand.
that’s sent as a voice mail message dhe databases and PIMS with built-inAs mentioned in our review of this prod
an e-mail with a .\AV file attachment. support include @&leMagic, Act!, uct (see page 34)SatisAXtion-On-
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Demand has a database of area codgatabase table containing all the locatumber The table shouldh’be that

and local exchanges which automaticaprefixes/exchanges for your area. Thitarge, so it should be fairly easy to
ly “parse” out any extraneous area coddsible could be user-configurable to adédmplement. Otherwise, you might try to
or the long-distance prefix, dependingust your local exchanges, and then these the Return Call button. Then your

on the phone number entered.

Active Woice MewcCall program could system might try to dial a local phone

We would like Active Vice’s dialing call this table, modify the phone num number or a phone number within your
mechanism to be able to call up its owiber as needed, and then dial the phorstate with a “1” prefix, even if using the

VT's CallXpress3

would press all the same digits on the
telephone keypad regardless of
whether | was working with an e-mail

pplied \bice Technology (A/T)

announced that it is releasing ver
sion 3.0 of its Desktop Message
Manager a client application that
provides a graphical interface for
managing voice and fax messages.
Version 3.0 incorporates some new are shipping an integration with

message or a voice mail message.

you support? CTI: As far as the text-to-speech
AVT: We do integrations, and we goes, is that a standard feature, or is

have diferent integrations for the that an option?

TUI (the telephone user interface) AVT: It's optional. It5 sold as a

and the GUI (the graphical user inter package. The actual product name is

face). At the graphical interface, we E-Mail Access.

CTIl: What makes CallXpress3

functionality and such capabilities as Microsoft Exchange Inbox. So, from unique?

caller ID, ANI (automatic number the Exchange Inbox you can see a
identification), and DNIS (dialed single list and manage e-mail, fax
number identification service). The mail, and voice mail messageseVé
product is based on\A’'s
CallXpress3 voice- and call-process to Novell's GroupWseb.
ing platform, a multi-application CTI ~ CTI: So you support a variety of
product designed to support from 4 tooperating systems?
64 ports while enabling CTl applica  AVT: Today CallXpress3 runs on
tions, such as unified messaging andOS/2 as an operating system. As a
interactive voice response (IVR). client, we are Whdows-centric, so we
AVT asserts there is no single solu support Vihdows 95, NT client, or
tion for something as complex as uni Windows 3.1. For e-mail integration

AVT: Live Reply certainly does. It
gives you the option of being able to
provide responses in real-time mode

bringing that same type of integrationto whoever left a message (Do you

want to respond with a message, or
do you want to go out and actually
call that person?) This capability is
available either internally or external
ly, via the telephone or the graphical
interface.

The producs incorporation of
caller ID, ANI, and DNIS informa

fied messaging, particularly consider from the telephone interface, we havetion is certainly on the leading edge.

ing that:
1) the base of e-mail clients has
grown so lage. have your e-mail
2) multiple e-mail vendors have  messages read ta
established themselves in the marketyou over the
Thus, A/T decided it wouldrt' just  telephone. For

allows you to

a product, called E-mail Access, that (There are more products that lack

add e-mail to its Desktop product.  that we support
Instead, AT chose to make its pred integrations with
uct’s voice and fax messages accessicc:Malil,
ble to the e-mail client. Microsoft Mail,
With the availability of APIs and  and Notes. From
other mechanisms established by an the telephone |
open computer industrit became can get access to
feasible to mage multiple mailbox voice messages,
storage sites into one unified graphi fax messages,
cal environment. In a recent interviewand e-mail. The
with Joe Staples, vice president of commands using |
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marketing of Applied Wice the telephone are

Technologies, we discussed the-uni all the same, so
fied messaging features of if someone sent
CallXpress3, the integration options me a voice mail
that will become available to users of message and |
Novell's GroupWse5, and other wanted to for
specifics of the new product. ward it or rewind
CTIl: What e-mail platforms do it or reply to it, |
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. SRl T
AVT's Call Xpress3: User interface showing new
voice and fax messages. The user can listen to any
voice message by selecting it and clicking the for-

ward arrow. If the caller is difficult to hear or
understand, the user can adjust the speed and vol-
ume controls with the mouse.
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prefix was inappropriate. This problemincluding area codes, and yet have thisave several contacts within this dial
could arise if you use caller ID, sincesystem automatically correct the phonéng area. If we were to use caller ID and
this feature always provides the areaumber without user intervention. Jusfctive \oice's “return call” feature,
code in the phone number even if thas an example, our compasiyocation ViewCall would return the number “1-
phone number is considered local.  has at least six local exchanges whei@03-838-5555" instead of the correct

Thus, it would be great if you couldthe prefix 1 and the area code ar&838-5555" number (“838” is a local
always enter thentire phone number unnecessarylt also happens that weexchange in our area).

these features than include them.) ing on the use of our product, both age, where the server is bundled with
Other important features are incorpo from the graphical interface as well the software, or you can buy the soft
rated into the graphical environment as the telephone interface. If you ware and then do your own integra
of Desktop Message Managé&ior examine the deployment of unified tion.
example, speed and volume control, messaging solutions, one of the big CTI: What kind of boards do you
return receipt, future delivery — costs associated with these solutionsse?
these are all accessible through the is training all the users. So, we put AVT: We use Dialogic cards.
graphical interface. together this multimedia tutorial CTI: Does the product have auto-
Our integration with the Exchange that can be loaded either locally on attendant features?
Inbox is unique. W did not create a a persors computer or put out on AVT: Yes. In fact, you can set up
custom form as most of our competi the network. multiple branches of trees and unlim
tors did. ¢ used the Exchange Inbox On the telephone user interface, ited call processors to carry out vari
look and feel and user interfaceeW through E-mail Access, we definitely ous functions. CallXpress3 is really a
think thats the right way to do it have the broadest range of e-mail multi-application platform. It dérs
because the majority of people who integrations available in the market messaging, call processing (from the
are going to take our product, inte  place. From a telephone standpoint, standpoint of auto-attendant), interac
grate it with Exchange, and use it, arave integrate with cc:Mail, Microsoft tive voice response (where we tie to a

going to be people who are familiar Mail, Notes, and (very soon) whole series of diérent databases),
with the Exchange look and feel. GroupWse. Many of our competi and call management (where a front-
They will want consistency whether tors integrate with a single e-mail  end application is used to manage
they're listening to a voice mail mes package. live-call trafiic). So, with incoming
sage or viewing an e-mail message. CTI: Does the software run on a calls, you can determine wisotalt
Our product ships with a CD- server? That is, does it work on your ing and why they’re calling, and you
ROM called Coach. This addition, own voice mail serveior can you can route the calls based onfeliént
which is included at no extra integrate it with another vendsr information.
chage, provides multimedia train  voice-mail system? CTI: Does the product do any
AVT: switching?
CallExpress3 AVT: No. We provide an applica
provides the tion that allows the user to more intu
actual voice ser itively control the switching capabili
vices. It is the ty of a PBX or key system.
voice serverso CTI: How is the product installed?
that’s a required By a reseller? An interconnect?
B e o e component. AVT: We have about 250
2 ENT WEE: resie a1 MRS DA P2 L & L dekalesies CTI: Are resellers, most of whom are inter
i e Lo AT there general connects. All must complete a tech
Bosrvad: 2717 1115 A et B hardware speei  nical certification program before
okt [Hrmirm ovriried | fications or min  they are able to sell, service, and
"'"Fﬁ""""""“"' “| s | imumrequire install our products.
lap © em ments that peo
ple should be Applied Wice echnologyInc.
. | aware of? (AVT) develops, manufacks, mar
L e il - © AVT: Theres kets, and suppts a boad line of
; really nothing open systems-based computer-tele

AVT's CallXpress3: Screenshot showing the ability out of the ordi  phony poducts, including advanced
of the user to type notes about the call or fax. nary It's pretty  CTI softwae, basic call answering
With this feature, the user knows what the mes- standard, avail ~ systems, and voice messaging sys
sage is about without having to listen to the mes- able hardware. tems. For mag information, contact
sage or view the fax again. You can buy a  AVT at 206-820-6000 or visit their
turnkey pack Web site at wwappliedvoice.conm
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Other Call Control Features:These Security screen in one easy-to-use winddvkis
include setting the default route (transfer) TeLANophy features a personal IDscreen-based approach allows you to
extension and the maximum number ofind password for securityou can also access messages in any orderaddt
minutes for holding on request. If thisbe away from your desk and logortion, you can access messages much
maximum time is reached, you have thasing your personal ID from anothemore quickly and easily than on the
option of having ¥éewCall automatically computer connected to your LAN.telephone.
route the call to your voice mail or what Thus, you can arrange to have yoursys To be more specific, you can use
ever extension you specify (Figure 15). Ifem permit remote access to your voic&eLANophy to:

a caller has already been sent to your voieeail, fax, and e-mail messages, and yet+ Check your e-mail messages from

mail personal greeting, eLANophy maintain security any touch-tone telephone and listen to
allows you to listen in as the caller leaves them via text-to-speech conversion.
a message, as well as the ability to pull thdnified Messaging e Play voice messages over your

caller out of the greeting and take the call In brief, TeLANophy lets you check handset or over your multimedia PC
— a remarkable and impressive feature. all voice mail and fax messages onspeakers.

[] H - = Octel: The interesting thing about
CtEI s ““lflﬂd Messaglng SVStem the architecture is that%t’buil?on top
of Microsoft Exchange serveAll
messages are stored in the-sub

ctel Communications Corporation NT Servey provides the telephony-  scribefs mailbox on Exchange. There

has indicated that it will soon user interface (TUI) and the integra is no voice mail system storing mes
release a unified messaging applica tions to the PBX. Unified Messaging sages. There is only one mailbox —
tion called the Unified Messaging sys is also the platform where the text-to-the subscribés mailbox. So, the

tem. The product is designed to inte speech software operates. administration environment at the sys
grate voice, fax, and e-mail messaging The text-to-speech is a standard tem level is very elegant. Basically
into an easily accessed, centralized part of the product. Unified the system administrator works with
mailbox. Messaging provides three major funcMicrosoft Exchange server and uses

Octel's group marketing manager  tions: call answering, voice messag the tab page that we've added. This
Don Nanneman, spoke with us briefly ing (where you can send voice mes tab page provides for the administra
about the new product. The following sages to other subscribers), and autotion of voice functions.

transcript is a result of that conversa attendant. CTI: Describe some of the func
tion. CTI: What is the maximum num tionality.

CTI: What platforms does Unified ber of ports? Octel: You can reserve extension
Messaging run on? Octel: It's really an infinite number numbers for dierent purposes. These

Octel: The product is a voice mes because you simply add additional  include extensions at which you
saging system thatbuilt on top of an servers to the network, with more receive messages and what we call the
e-mail system, so it actually utilizes ports. Its a scaleable architecture sincgero-out extensions.od would use a
the underlying architecture of the e- it's built on NT so it’s not confined to zero-out extension to have a call
mail system to store the messages arfibw much you can put on one physi transferred to another person when
serve as a directarfhe e-mail sys  cal serverlf you need more capacity you're unavailable.
tem that we’re supporting at the-ini  than a single server can provide, you = We emphasize “call class of ser
tial launch is Microsoft Exchange just add more servers to the network. vice,” which is a nice way of saying

server We are also working on an CTI: What steps are you taking to that you can establish templates for
implementation for Lotus Notes serv distribute and install the Unified the kinds of services that people can
er (version 4.0). \&re evaluating Messaging system? access. Then, you can very easily
other e-mail platforms, such as Octel: We have set up a distribu  implement a given class of service for
GroupWise and the new open I-MAP tion channel for Unified Messaging a certain group of people, sajl the
architecture. that is made up of existing Microsoft people in the sales gainization or all
CTI: Does the product use MAPI solution providers who are certified of the senior executives. They might
calls? to implement NT and ExchangeeW have diferent levels of access to the

Octel: It uses a software APl inter provide them with training and certi services.
face to talk to the Exchange setver fication on the Octel components, so  CTI: What is your teget audience?
CTI: Are you using an open arehi the customer will be getting this from Octel: Because the product is built
tecture, or do you provide a turnkey the same @anization that would on Microsoft Exchange, the gBt
system? have provided their Exchange server audience is anyone who has Microsoft
Octel: Unified Messaging is a or NT server Exchange Servefhe taget buyers
complete open-architecture product.  CTI: Are there any administration would include IS managers and e-mail
The software, which was written on tools? system managers.
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Call Transfer and Holding Options 5}

Default route extension: I] 22| 0K
. . .| Maximum minutes holding on
* Reply to e-mail messages with 3 request: |3 Cancel
voice mail or e-mail message. _ _
« Send your e-mail to any fax|  After hold ime expires _
machine. & Tak Help
 Find out about e-mail attachment s e

and listen to text or JAX files associ © Route to extension: |U
ated with any e-mail message. |

* View faxes on-screen via a fully
featured fax message viewewhich ~ Request hold with recorded name

includes zoom, rotate, and printing :
capabilities. ¥ Request route with recorded name

e Fax any \Wihdows document to
many people at once right from you
PC. Send documents from your fax-o

Figure 15. TeLANophy: Screenshot showing some of the default
call handling options for a transfer or hold.

Octel's Unified Architecture: The Unified Messaging

system operates as an application running on an NT-
based server on the LAN in conjunction with the MS
Exchange server. Unified Messaging stores voice and i e e

Fdii_Wiew Toala  Compnse  Help

fax messages along with e-mail messages in a user’s Sies Bl ] &l Slalx] el wl
single mailbox on the Exchange server. All messages, e o e ey
regardiess of type, may be accessed from the tele- gy IR et ol 7 S R TR
phone or through the Exchange client interface. S, B v e ot e
=3 Ponars 1 Hebnghonzed  Hewwndobe: 0B 3
8 Swibead B Evemoleoller  Woice Wil O8I0 1 R0E

5§ Fuddo Stz

CTI: Since its a unified messaging - D Pl
product, how do you handle faxing? _@ —_— e 33‘

Octel: For the past four years, we

5 hmie, 1 L i 1 0111310

have had a compound mailbox on ou

voice mail systems that is capable of Campus backbone
holding fax. W're taking that core
technology and implementing it on
the Unified Messaging system. The (i
new product will determine whether
incoming calls are voice or fax calls
and handle them accordingly PBX Octel Unified
Ultimately, they will end up in the Server

subscribels mailbox. - ; X X
All of your messages, regardless offor a fax image. ¥u will be able to  even mix media. If someone sent you

media type, will end up in your mail &cCess any 01_‘ these at the desktop. a text message, r?md you wanted to
box. So, if you're looking at your ~ CTI: What if you're doing any reply to it with voice, you can do that.
Exchange inbox, you will see an internal voice mail, sayeaving voice Or if someone sent you a voice mes
envelope icon for text, a telephone mail for someone in your company? sage (say they asked you a question
icon for voice, and a document icon Can you can just double-click an e- about the budget for the next year),

mail and reply well, rather than rattle b&ll that
-ﬁ: wioice cand using your sound information as a voice message, it
I card or your phone might make more sense to send them
ksl Y Miessage | ot or ... a text message. A message is a-mes
FEX Pt b = ) Message Octel: Yes, the sage is a message — it dogsnatter
e /| Detahase | Diraciory user interface for what medium created it.
Telephony User imardacoll . |l - (Imailioxes) our Unified CTI: In terms of the proprietary
NT L NT Messaging prod  nature of your product, is it necessary
Linifed Messagng Server b MS Exchenge Sarver uct is very similar  to purchase the voice mail player and
softeiana soffeiars to a form that is have it installed? Could you send a
Octel's Unified Server: In this example, both the displayed right ~ voice mail message across the
MS Exchange server software and the unified within Microsoft ~ Internet to someone wihot using
messaging server software are operating on the Exchange, except your software?
same NT-based PC server. MS Exchange server it allows you to Octel: You can send a message to
acts as the repository for all subscriber messages RRIEIE(ROAVe]lol:! anyone because messages are stored
and provides the single unified directory. The uni- EETIF=To[He] A (o) in the e-mail system. The only thing
fied messaging server provides the telephony create voice mes you need to play our voice messages

PC cards, which provide the interface to the PBX.
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demand library to any recipient directlygration with several e-mail platforms.Call Management
from your PC. These include Microsoft Exchange How well you handle your telephone
e Sort messages in any order yo@Windows Messaging), Novedl’ traffic is critical to your success, regard
choose. GroupWise, and Lotus’ Cc: Mail. less of the size of your company
« Specify groups (such as employees TeLANophy ofers an extensive TeLANophy’s call management applica
by department) for group e-mails,range of features. Although we have #ons direct this trdic by managing calls
faxes, or voice messages. few suggestions for improvements (seen-screen and overcoming the limita
» Take advantage of message progroom For Improvement), we gave thdaions of the typical desktop telephone.
erties such as: archiving a message f@roduct an excellent rating (4.9) for itswith ViewCall and \WewCall Plus, you
a specified number of days; indicatingeature set. can control several calls at the same time
whether a message is private or and identify callers before picking up
urgent; requesting a return receiptOPERATIONAL TESTING the telephone. This does more than
and scheduling future delivery of a TeLANophy has simple, powerful enhance productivity It actually
message. controls which let you manage mesdecreases the average length of each call
In addition, the produd’ E-Mail sages within a graphical user interand improves service where it counts
Reader lets you hear and respond to &ace. Intuitive commands let youmost — on customer contactso be
mail right over the telephone usinghear leave, reply redirect, archive, honest, we were absolutely in awe at
text-to-speech conversion. E-mailand delete messages with one or twawhat this system could do, even if we
Reader “reads” the text portion of anymouse clicks. Wu can hear your mes couldnt get it to work completely with
e-mail message and will play anysages in any order by simply pointingour switch. V& did, howeversee a demo
attached .\AV files. and clicking to play back any mes of some of the call handling ofiévCall
The product supports complete intesage. at various shows, so we know it works!

Octel’s Unified Administration: Here, the MS Exchange

server administrative environment is used to accomplish system
administration of mailbox features and the management

of adds, moves, and changes. Administration may be performed
anywhere across the LAN/WAN.

filter or a sound interpreteFor
instance, if you're using a Microsoft-

based machine thatusing multimedia
hardware, there’an ACM for .\VVAV
files, and those come free with the PC

The single directory
of MS Exchange
contains addressing

. . Puyepts & rcetingr Bazun o mpyne
when you set it up. Ial}r%gjlabtéog :0r - b
ilbox e e

Tl S_wanin;

CTI: So you're using .\AV file for-

mat? and all media.

I Lintalticsmenmg

Octel: It's actually a form of a e s
WAV file, and our ACM can be Lo e——
downloaded from the Internet. In fact, Micros NSt | et
<y g g i s w neecice edaeg
it's actually being bundled with the S = Futniios
Microsoft software thas’ coming up, == _
all the Ofice '97 stuf. Anyone who B Soninten el e

. . =& ien eam LI o Jn o, g
has the current Microsoft voice player 1515 Addessing [T =0 | I | | S e
’ i Configuiah HTeaxt HTast 25/08/95 0331
th{ats part of the standard Mlcr(_)soft 3% Confiuation g NomriosonHore  font o
Windows set could play our voice 0 Moritors £ Robin Shorock onHomes Robin§ ~ 25/08/95 0331
G Recpients S amvir Pariar on Hommer SannitP 07/09/95 10H06

messages [=] % Ss = & Simon Wilcock: onHomer  Simonw 050335 01:28 —

CTI: In other words, the roundabout = B HOMER 29 TUTUl Tuit 5856 (831 5
way would be to use the sound &b ServerRecents [ollo] I 2

> . 110 Recipiertfs]
recorder to record it, then attach it, bu

that’s awfully tedious. I8 nice that the
product essentially does this for you.

Octel: Yes. The beaupyf course, is
that if someone sent you a message
from an external multimedia-based
machine, but you happen to be at a
machine that doesnhave multimedia,
you can still play it back through the
telephone.

CTI: How is that done?

Octel: When using the Unified
Messaging client, you tell it whether
you want your playback to be through
multimedia, or whether you want your

5 €TI™ Vol.2 (1)

CTI: How does it inform the hard
set to send the data to a particular

playback to be through your desktop
telephone. And in the fide, most peo
ple prefer to use the telephones it’ line?
faster It can be more confidential. Also, Octel: The serverwhich has the
many people dohhave multimedia yet. connections to the PBX, has lines
CTI: Now, say the user wants the much like a typical voice mail system
playback on the phone system. How has lines from the PBX coming to it.
are you integrating to the handset? Dd\e just take one of those lines and
you have a link between the computerplace a call to the phone at your desk
and the phone, or is everything basedthrough the PBX.
on the server and the server system? CTI: So you can handle digital lines
Octel: It's all done through the serv then. You dont have to work with just
er and the PBX. analog.
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Message Options E

S o]
Because @LANophy allows you to automatically F Show caller phone number P |
selectively handle incoming calls, youspoken to you. I~ Show called pocount code
are able to work without distraction andf you opt to ¥ Show pame on group messages
make more déctive use of your time. leave this fea 7 Show atchive days remaini Help |

And because you have informatiorture of, you can
about, and control ovegincoming calls, always click on
you are better prepared to answer calthe “Who is it?”
and can give callers better servicathv icon on the tool
TeLANophy you can handle your callsbar when you
efficiently and quickly in ways thatwant the
would ordinarily take a full-time secre callers name
tary. spoken to you
We liked being able to be on the(Figure 9).
phone and see calls coming into the 95 Dial-Up networking, fumpet
ViewCall program. The ability to sendAlternative Access Winsock dialer etc. Then, you would
them to voice mail, tell them to hold, As previously mentioned, you can usgust dial into your LAN to access your
or pull them out of voice mail were a telephone to access your unified mesnessages, using RAS or a secure
particularly useful features. Also,sages, but there is another accessternet/Intranet dial-up.
being able to select from eight idif- method as well. SinceeLANophy can
ent messages to play to the caller wasuse the TCP/IP protocol (IPX also), weDealing With “Locks”
real plus. Another nice feature is havimagine its possible you can access the While testing the YéwcCall and
ing the option to have the callsmame TeLANophy modules using WWdows ViewMail modules, one of our testing

‘Whan messaga 5 opened
= Play yoico automatically
™ View jox autometically

Figure 16. TeLANophy: Message options.

Octel: Actually, it doesnt matter g ;Bm;
You dont have to have a brand-new | Campus backbone

PBX that supportsAPI. The Unified
Messaging system will work with any
type of PBX, even the old sfufith

analog lines. W just pick up a line Octel Unified Exchange
and place a call. — Servers servers
CTI: Do you support the major
PBX types?
Octel: We support 128 diérent
PBX types and models, and tlsatcal f
ly one of the core competencies that PBX | Odes;?t\;;mre

we have here at Octel. Over the past 1
years, we've built our business on PB
integration. It such a critical part of
having a voice messaging system.  client that will allow users, through a
CTI: Is there any sort of tie-in with \Web browserto access their

Octel’s Unified Messaging Sys-

tem interoperating with an
existing Octel voice mail system.
Users are located where they

the Internet?
Octel: Yes. First, we facilitate use
of the Internet as a transport. All our

messages are stored in the e-mait sygut we take advantage of all of that

tem as messages, SO you can route

your messages anywhere you want ogsing an open platform like this is tha as messaging migrates to the
we can concentrate on the things that
we're really good at, and we can take

the Internet, whether &'from one
corporate site to another off die
corporate site to anyone elsee\tan
do this because in the Unified
Messaging system, voice is just

Exchange mailbox right over the
Internet. So, we really dando any
thing in addition to make that work,

underlying technologyThe beauty of

prefer, and migration can occur
at the customer’s pace. Multiple
voice/exchange server architec-
ture eliminates “single point of
failure.” Voice applications
remain on the Overture system

unified system.

advantage of the things that other pecexchange of voice and fax messages

ple do that they’re really good at.eW
don't have to go out and build some

another message in the e-mail systengort of convoluted \&b environment.
Second, we're taking advantage of We can take advantage of what the

the technology that Microsoft is
implementing with Exchange server
As regards the upcoming release of
Exchange server 4.5, Microsoft has
been talking about the &l browser

Subscribe FREE online at www.ctimag.com

underlying system provides for us.

over worldwide communications net
works. Octek customer base includes
businesses of all sizes, governments,
educational institutions, telephone
companies, and cellular séce
providers. For moe information, con

Octel Communications Corporationtact the company at 408-321-2000 or

offers a wide amay of pioducts and
sewices for the deliver access, and

visit Octels Web site at
wwwoctel.comm
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computers hung, although we dbn’to have to reboot the voice mail systerhaving to ask an administrator to
believe any of the 8LANophy mod anytime a computer crashed andnlock their account for them.
ules was the cause. In any event, aftélocked” their user ID account.
rebooting the computemwe couldnt Technical support at Active dite A Minor Myster y
get back into ‘¥éwMail. Apparently told us we could log ontoi®wMail as When we went into MwMail, we
the Repartee voice mail system thougtd system administratoistart a “new had some messages, each of which was
we were still logged on. (It gave anmessage,” click on the “locked” usercalled “Public Interview We thought
error message indicating that that-pamame, and then click on the LOGOFRhey were some test voice messages
ticular user ID was “in use.” button. W think it would have beenthat were included with &LANophy;

We thought we might have to reboobetter if the ability to log d&f users but when we played them, we heard the
the Repartee system.é/¢alled techri could have been accessed from a mow@ices of several of our sfapeople.
cal support to see if there was an alteconvenient position within the seft Some of these recordings were two
nate solution, since bringing down aware. Resorting to a New Messageninutes long. Strangelyno one
companys voice mail system can bescreen didri’ seem very intuitive. W remembered making these recordings.
inconvenient, to say the least. Alsoalso think that each individual comput We had a mystery on our hands...
since everyone’ computer locks onceer user should have the ability to Each time we tested theiewCall
in awhile, it would not be a smart thing“unlock” their own account without program, making an outbound call, we

* MIME compatibility (supports

en Four,s TFS EIECtronic Mail Gatewav the Internet standard for transmitting

file attachments including text, bina
ries, sounds, and graphics).

TenFours e-mail gateway software suite of Wndows-based modules. * Virus scanning (capable of
connects disparate e-mail plat  You will need one of these modules launching anti-virus utility of your
forms. It does so by combining: ~ for every diferent e-mail system you choice to scan attached files).

« A modular approach. wish to connect. Thus, expanding  * Mail forwarding (can route

e Support for the most popular your system and enhancing its flexi Incoming messages to a remote
LAN-based e-mail systems. bility is simply a matter of adding ~ address).

« A Windows administration inter modules. (TFS Gateway modules are * Support for multiple file attach
face. sold separately ments (within a single message).

Is the TFS Electronic Gateway » Automatic detection of character
appropriate for your company? It~ CONNECTIVITY set and attachment type (MIME or
may be, especially if your company  LAN connect software modules ~ uuencode) and automatic decoding.
has acquired new sites that use dif support Novell Group\ge, Additional features include mail
ferent e-mail systems. The TFS Microsoft Mail, Microsoft Exchange, back, signature files, automatic
Gateway could also help you if your Lotus cc:Mail, Lotus Notes, and reply/receipt, usage statistics, group

company includes departments or  FirstClass. Global connect software mailings, and conversion selection.
sites that deviate from corporate modules support Internet mail (bun
norms in their choice of e-mail selu dled UUCP and SMTP) and MCI MINIMUM REQUIREMENTS

tions. In any case, the TFS GatewayMail. System requirements will vary
offers a wide range of features for depending on tr&t load. However
the corporate user ADMINISTRATION you will need — at the least — a
The Gateway comes with the TFS dedicated 486 machine, 8 MB of
MODULARITY Administrator application, which is RAM, and 10 MB of hard drive
E-mail gateways are usually the nerve center of the Gateway  Space. ¥u will also need to use
installed between two dérent e- Most functions of the Gateway Windows 3.X or Wihdows 95 or a

mail platforms. Such gateways are including the e-mail modules, can beWindows NT server or workstation.
used to accomplish bi-directional  controlled from the Administrator

translation between the two fdifent IMPROVEMENTS
systems. The TFS Gatewdyowev  FEATURES According to EnFour the latest
er, first changes the specific format ~ The TFS Gateway includes fea  Version of TFS Gateway (2.23)
of an e-mail message into a general tures such as: offers several enhancements. These
TFS file format and then into the « Support for multiple Internet pro include dial-up networking support,
format of the destination e-mail. It is tocols (selectable options include  improved scheduler and directory
this approach that accounts for the both UUCP and SMTP). synchronization, and a better virus
TSF product modularity « Directory synchronization scanning interface.

The TFS Gateway is actually a  (allows auto enroliment of users). TenFour has announced it will
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noticed another new iswMail mes dant asking us to leave a message.
sage in our inbox. It even had thecurlast we found the source of thes
rent date and time, which meant that istrange recordings. But now we wer¢
was just recorded. At first, we thoughtcurious as to how the Repartee servg
it was the microphone hooked up to onwas able to figure out that we had :
of the machines runningi&wCall, but handset connected on line 3.
when we tested this thegrwe deter We watched the Repartee server t
mined the microphone wagn'the see what was happening. It started
source of these recordings.eVjoked display “LAN client” on each of the
that maybe the fite was “bugged,” four ports, one at a time, starting with
and that we were somehow picking uport 4 and working backwards. Ther
the transmissions. port 3, where we had the simulatsaid
Then, one of our engineers picked upOPENING BOX.” When we picked
the handset to a phone hooked up to amp the handset, the auto-attendant sta
AS-4 line simulatgr which was also ed to speak. Apparenflyhe Repartee
hooked into the Repartee servéte system was able to determine wher
could hear the Repartseauto-atten there was a port hooked up.

Internet
via

SMTP ana UUCP

+SMTP via SLIP/PPP and UUCP via IP

TFS
E-Mail Gateway

=i

GroupWise

IIIE

LtusNotes

TenFour's TFS Electronic
Mail Gateway.

S — =

cc:Mail

soon ofer a short message service
(SMS) module. This enhancement
will allow TFS Gateway users to
send e-mail messages to digital sent, most modules are 16-bit).
mobile phones (provided these Finally, TenFour should add POP e-
phones support the SMS standard) amail support to the Internet module.
well as alphanumeric pagers.

We would like to recommend a few TenFour a Swedish softwardevel
additional improvements.olstart opment company headquered in
with, future releases should be Stockholm, has been working with
enhanced to support the addition or the integration of electnic mail
removal of gateway modules from thesince 1991. dday TFS Gateway is
adminstratarAdding context-sensitive used worldwide to connect LAN-
help to setup dialog boxes would based e-mail systems to the Internet,
make it easier for users to understandto MCI Mail, and to each otheFor
some of the more arcane settings “on4more information, contacténFour
the-fly.” We would also like to see 32- at 800-837-0046 or visit the compa
bit modules across the board (at-pre ny's Wb site at wwwenfourcom.m

Subscribe FREE online at www.ctimag.com

| RATINGS (1-5)

Installation (T eLANophy
software onl y): 4.7
Documentation: 4.0

Features: 4.9

GULI: 4.5

Note: The installation rating excludes
hardware considerations because |we
had dificulty integrating the produgt
with our Comdial switch. (These pro
lems were in no way the fault of Actiye
Voice.) Thus, we concentrated on soft
ware issues in the installation portion| of
the review

e
If no DTMF digits are entered in

response to the auto-attendant (that is,
if there is a time-out), the system, by
default, sends the caller to a general
voice mail, which Active Wice calls a
“Public Interview” Thus, we were
being recorded even though the handset
to the phone was on-hook. This
explained the variable length messages
that we got. The system would record
longer messages when two people were
talking louder than normal or closer to
the handset, and shorter messages if the
people present were further awéyhe
Repartee system uses voice-activated
recording, so if it doesh’hear any
thing, it stops recording.)

Small, But Welcome Conveniences

We were pleased the product gave us
the option of automatically playing a
voice mail message (the message would
play immediately after we opened it with
a double-click). This saved us the trouble
of clicking on a Play button. This may
seem a minor point, but we've seen
many products that oblige you to double-
click to open a message and then click
once again, on the Play button, to listen
to a voice/sound file.8LANophy spared
us this petty annoyance (Figure 16).

Another nice feature is a program
called “MewApps,” which automati
cally loads both ‘ewCall and
ViewMail. This saves you the trouble
of having to double-click on two sepa
rate icons. ¥u can also put the
ViewApps program in your StartUp
group. This waywhen you reboot your
computer ViewApps will automatical
ly start these applications.

ROOM FOR IMPROVEMENT
Let's start by recapping a couple of
points made earlierand finish with a
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couple of additional suggestions. Astc. We would also like to use “bubble
mentioned previousjywe believe that help” to select the appropriate button
each individual computer should haveA customizable default message butto
the ability to “unlock” its own account on the toolbar would also be useful.
without having to rely on an administra  One last thing we would like to see is al
tor. Limiting unlocking capabilities in addition to Active dice's Web site: a page |
this way is inherently risky if you have containing information on how to integrate
only one or two administrators. A lock TeLANophy with products from the pep
out could easily occur while an adminular switch vendors (Nortel, T&T,
istrator is unavailable, which means thafiemens Business Communicationg.
employees could find that they have n@€omdial, and others). This page should :
way of accessing their messages. least list supported switches. Such infor Upstart

Another point made earlier concernsgnation could aid prospective buyers. (O
the MewCall program. Basicallywe course, generally speaking, the Reparte
would like the program to interface withsystem and 8LANophy are sold through
a table containing local exchanges. Theesellers, who normally take care of thes
program should “fix” the phone numberissues and install the system for you.)
to make sure it is always dialed correctly

As for new suggestions, we'd likeCONCLUSION
Active \oice to make it even more con Integration problems aside,
venient to select a voice messagéleLANophy is a great product with a
Currently the product allows you to hit large feature set. Between its unified mewe’ve all heard the adage that

i

SL Waber

520 Fellowship Road, Suite 306C
Mt. Laurel, NJ 08054

Ph: 800-634-1485

Web Site: www.wabercom

a message button on the toolbhahich saging and its call control features, th nothing in life is certain, but for
pops up a windowln this windowyou product is making some waves within th death and taxes. Nowadays there
can then click on one of eight eus CTI industry We look forward to seeing is another certainty to add to that list —
tomizable messages for playback to th@nd reviewing) the Microsoft Exchangecomputer system crashes.

caller However we’d like to be able to (now called Vihdows Messaging) version If your computer crashes, chances are

customize the toolbar and add our voicef TeLANophy which will be available the cause is some kind of power disrup

messages (four or so shouldfme) as by the time you read this review
icons to the toolbaPlaying these mes

Applhication Registy

sages could be accomplished with [~

single mouse click. eh:::mft\.l'ssudﬁagic[de;ign] [T |
For example, we’d like to be able tqg |, Migehwed focs |

customize and add icons/buttons to th [:fe

toolbar that would correspond toj] |:MeesolExs b |

“Please hold. I'm almost done with thig Notmped ew |

call,” “I will call you right back when | Quatho Pro

am finished with this call,” “Call my | [\, (=]

assistant at extension 100, and she w| . oo |

be able to help you,” “I am transferring Figure 17. UPStart’s Electronic
you to my assistant who will be able taRfY syt adding

assist you,” and others. ad like to lication he reqi
designate these buttons MSG1, MSG! Bl e oS T Ben

R ——
Specifications For The SL Waber UPStart

e Maximum ambient temperature rating: 40 °C

e Dual 250\ power outputs

* Reacts to power failure in less than 4 milliseconds

* Reacts to sges and spikes in less than 1 billionth of a second (The
DataGard circuitry is designed to clampgas and spikes before they can
damage computer equipment, even when the master switdh) is of

* Rechage time: 2 hours

e RJ1 phone connector

« Battery life: 3—6 years

* Input and output voltage: 120V

e Input and output frequency: 60Hz (+/— 5 percent)

e Input and output current: 12 Amps
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tion (a suge and/or outage). Depending
on the state of your computer (for
example, writing to the hard disk), a
power spike, if sdiciently intense, can
severely damage expensive hardware,
such as memoyyard disks, processors,
or other motherboard components. Of
course, you'd like to avoid “frying” sen
sitive computer components no matter
what you're doing with your computer

If you're using desktop CTI appliea
tions, however you have additional
risk. That is, you could destroy expen
sive (and hard to replace) voice pro
cessing boards, fax boards, and other
computer-telephony hardware.

Running CTI applications raises the
stakes in another wawith CTI, power
outages, and the resultant data losses,
can be particularly troublesome.
Currently many companies implement
some sort of backup solution (tapes or
other media). These backups, however
do not contain the most recent versions
of current documents, or any new eoc
uments or files. This weakness is par
ticularly important with respect to
desktop CTI, where you might be trans
ferring, conferencing, etc. It isngood
business to have your clients’ or eus
tomers’ calls disrupted. Thus, having a
single uninterruptible power supply
(UPS) on the PBX, IVR system, fax-
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back server or other serveris no ([T M= |
longer adequate. Users of desktop CT - |
need to have a UPS on each desktop
that live conversations are not inter = SL WABER'S .
rupted by a power outage. ELECTRONIC BOOKMARK

If you do have UPS at your desktop

- — Status - —Desktop————————
then, during a computer-based call cor] = R i
. ecovery complete!
trol command, if some type of call
transfer or other CTl-based transactio _
needs to be accomplished, you wil | EventLog Configuration
have enoth time to at least inform th 11/13/96 11:20:16 : System recovery started :I Redgistiy I
other party of the power loss. Then, yo 11/13/96 11:49:58 : TEST : Sensed systsm power failure
. . 11/13/96 11:49:58 : TEST : System shutdown started
can politely end the conversationoor 11/15/96 01-36:04 - Sensed system power failure Setup |
can call the other party back wher | [11/15/96 01:36:07 : Power restored bei‘oreffatlal
: 11/15/96 01:36:36 : Senszed system power failure M h
power is restored. 11/15/96 01:36:38 : Power restored before fatal —la""ds Ariovn
Typically, a UPS is a battery backug | [11/15/96 05:43:26 : Sensed system power failure
i imi 11/15/96 06:43:28 : P » .
system with a limited power supplif M Rk niEE: Figure 18. UPStart’s Electronic Bookmark:
you are not at your desk to Shut yOU RICEE gl Vain screen for changing settings' shutting
computer down and save your files, it iy | gkl25/96 11:38.20.

possible the UPS could exhaust it R

down, or viewing the event log.
power supply If this happens, your
documents will not be saved. Hence,

Clear Log l
UPS that can act on your behalf i

preferable. One such UPS, Slal¢ts it was version 1.2. The installation alsanonitor, and the external modem all
UPStart, is designed to keep your conbrought up a typical “after-you’ve- came on, but only for half a seconde W
puter up and running, close active proinstalled, read-me” file, which actually pressed the master switch again, but
grams, save any unsaved files autemaliad some pertinent information, which isagain the equipment would turn on for
ically, and shut down the computer at anusual in these types of read-me files.only an instant, and then shuf.cFhen
preset interval after a power outage. we pressed the master switch a little
SL Waber has promoted UPStart afERTURES harder and held it there for half a sec
the worlds first five-in-one UPS. It SL Wabets UPStart consists of aond, and we heard a click. It worked.
allows you to plug in a computenon  Power Center which allows you to Apparently there is a relay mechanism
itor, modem, and printeras well as power up equipment individually or all or trip switch in the master switch that
another auxiliary peripheral to the unitat once with a master switch. Switchedequires you to hold the switch in for
Communication to the computer isoutlets control computer monitor just a moment. It took only three engi
accomplished through the serial portprinter, and two other peripherals orneers to figure out how to turn the thing
which allows UPStart to tell the com accessories. Wo auxiliary outlets, on!
puter when to save files and when tavhich will accept transformers, are also In order for the UPStart to correctly

shut down if power is disrupted. included on the unit. The unit fits insideperform its Save feature, each applica
a flat model casing, thus allowing montion must have been entered into the

DOCUMENTATION AND itors to be placed on top. UPStarts registry (not the Vkdows

INSTALLATION UPStarts status LEDs (light-emit Registry) prior to operation (Figure

The documentation was failOne ting diodes) and audible alarm indicatel7). Actually the UPStart has its reg
cavil: the technical support contactwhen power is interrupted. The unitistry stored and maintained by the
phone numbers weren'where you offers up to five minutes of backupElectronic Bookmark software (Figure
would expect to find them, in the con power to several connected devices. 18), which works in conjunction with
tents or the index. Instead, they were Other features include protectionthe UPStart.
located on the back of the manual.  from electromagnetic interference Several applications are preset in the

Installation of UPStart was straight (EMI) and radio frequency interferenceregistry to handle automatic saves,
forward. Hardware installation consist (RFI). Also, an electrostatic disclgar including AmiPro, Lotus 1-2-3,
ed of plugging in the power cords to thelate safely transfers and dissipateblicrosoft Excel, Notepad, Paintbrush,
clearly marked connections in the backlectrostatic chaes to ground. Finally Quattro Pro, WrdPerfect, Wite, and
of the unit. The software installationUPStart provides solid-state protectioicrosoft Word (Figure 17). However
was very easyThe software consistedto prevent spikes and gi&s. SL Vdber we did have a problem with thedfd
of one disk, and didirhave (or need) offers a $25,000 guarantee that youentry in the registryAlthough it was
any customizable options other than thequipment will not be damaged by able to automatically savedtd files, it

install-to directory power suge. didn’t support long filenames at all. All
During the installation of the the long filenames got truncated.eW
Electronic Bookmark software, weOPERATIONAL TESTING went into the Bookmark software and

noticed that the “splash” screen -dis When we first turned on the UPStartchecked the option box for long file
played the version number 1.0; actuallywe were a bit puzzled. The computemame support, but the Electronic
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Bookmark software wouldb’allow us "

to change the settings for theowd S ETRY |
entry It notified us of an error stating -
“You are not allowed to modify a sys Description : Microsoft Word oK
tem entry!” Apparently the preset reg
istry gntrlescannotbe modified. Executable : |WINWCIHD.E><E el

Ultimately, we had to create a new

entry call it Microsoft Word (same
name as the system entry), and check t Help
long filename support check box (Figuré
19). Even then, the long filename sup ™ "Esit" Available vV "Save As" Available

port was limited. For instance, any long . " .
flename with a space character in i [V "Close" Available IV Supports Multiple Documents

would be truncated. Thus, “this is a te§ [~ Qpen Using Dialog ¥ Supports Long File Names
of longfilenames.doc” would be truneat

ed to “this.doc.” But long filenames
without spaces, such as “thisisatesto

Figure 19. UPStart's o
Electronic Workbook: One final issue was the volume of

longfilenames.doc,” would work. : ; : the audible alarm. It wasnas loud as

Several setup options are available Rgeglstry settlngs: This screen we would have liked. but this was

; ; displays our entries for .
You a have a choice of serial ports, a Microsoft Word so we could probably part of the design to conserve
you can set the interval between powe ble | il power We did like how successive
loss and shutdown. Some of the optio enaple fong tfienames. beeps sounded in closer succession as
available in the Electronic Bookmark _ the battery drew close to losing all
software are shown in Figure 20. minutes to save. This could happen 'Eower still, a volume control on the
you are running graphics programs sucfinit would be a nice feature.

ROOM FOR IMPROVEMENT as Adobe Photoshop or CorelDraw

The Electronic Bookmark could be According to the documentation,cONCLUSION
improved to support long filenamesElectronic Bookmark doesn’save — vo, cant afford to overlook power
Also, the path where the software savesnnamed files. Thus, working with files yotection if you're responsible for main
and restores is dérent from the origi such as “Untitled-1" or “Document1” is taining CTI systems. CTI hardware, if
nal file. It saves the files underunwise. Still, there are always Comp“teaamaged because of power spikes, can
“C:\EB32\PF#,” where # is the powerusers who will step away from theiriie 3 'few days or more to replace. And
failure number (Accordingly files desks without saving their work. So, W&y, mission-critical environments. down
saved after the first power failuredecided to test unnamed files anywayime translates into significant financial
would be under C:\EB32\PF1.) ThusWhen we “pulled the plug” on unnameqqgses. Of course, acquiring replacement
after a power failure (and a successfuMicrosoft Word files, UPStart actually na s is costly in itself. o could also
restore by the Electronic Bookmarkdid save them, giving filenames such pend a lot of time troubleshooting a
software), you will have to perform a“Documentl,” “Document2,” etc. & computer that has been “spiked.”
“Save As” to your original path. suppose the Electronic Bookmark pro ¢ you need a UPS for computer

This setup is probably intended togrammers designed the software betigfeskiops, the SL Wher UPStart is a
ensure that you have at least two copidgban they thought! good chéice since it is a flat model
of your files, in case of file corruption. We could not get the Electronica”owing you to place a monitor on top.’
We would have preferred the softwardgookmark to work with Ysual Basic gq, lager systems, which may include
to use the same path and filename &0, a popular CTI development softgeryers PBXs, or équipment with huge
the original file(s). Alternativelythe ware program. Since this program has ' i

software could have allowed us tamultiple save options — Save File | EE S |

decide how files are saved. Save Project, Save Project As, and- ot ¢ ot

Itis also possible that the UPS battergrs — you cannot use the generif . e e
could die in the middle of saving, which“Save” call. W were awaiting a call i r =
would corrupt your file(s). du could from technical support for a solution| =~ Fet2 Pons | teb |
surpass the battes/tapacity if the bat that would allow us to work withisual bl Al Cancel |
tery is a few years old, or if you haveBasic, but we did not get a reply by the 4
large files open that take more than fivdime this article went to print. I Power Loss

The Electronic Bookmark registry|  Fail

m could have included more applica
tions. e would like the preset list to | Shidown Deley fmine] - 3
Documentation: 3.5 include QuarkXpress, iSual Basic : :
t - | Avplcation Deley tsecs): [5—
Installation: 4.5 C++, PowerBuilder Visual Java, S

Features: 4 MG AL BN CUUIENS Figure 20. UPStart’s Electronic
GUI: 45 TeIeMagic, and Adobe Photoshop, jus W%rkbook- Setup screen
to mention a few . :
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wattage or power requirements, agtar trols any mix of 2 to 64 PCs. ¢4 could, Computer Using the adapters was a bit
er UPS system may be bett®ut if for example, control Macintoshes, Sungnore complicated than just using a
you're looking for an economical, fea and PCs all from one terminal.)PS/2 type connectobut was still fairly
ture-rich UPS system made for theéMasterConsole can be used to managmsy Overall, the installation earned a
desktop, this product may be just whamnetwork file servers, bridges and gate4.5 rating.
you need. ways, Internet servers, burn-in testing for

Users who would benefit from PC production, hardware and softwarE ERTURES
UPStart include computer-telephonystress testing, systems integration, and MasterConsole comes in either a desk
application developers and programaccess to applications running on multitop or a rack-mount model that connects
mers, as well as people who canngtle workstations, in addition to the othe2, 4, 8, or 16 machines. The unit can be
afford to lose documents or other filesapplications already mentioned. daisy-chained to connect up to 64 eom
The UPStart will work on all platforms, Master Console can control computerputers and configured to add optional dual
but the Electronic \Wrkforce software running any operating system and angccess up to 150 feet awajlowing you
requires a Widows environment. It is application software by simply pluggingto monitor computers that are not in the
now available in computer stores andables into the keyboard, mouse, ansame room. The ability to expand capaci
retails for $199. video port of each computérhen, using ty up to 1,024 computers is available by
one keyboard, one mouse, and one monascading multiple MasterConsoles. Each
itor hooked up to the MasterConsoleconnected computer can be remotely

you can control all the computers. accessed from MasterConsole and its
front panel or from the keyboard using
DOCUMENTATION hotkey commands.

The documentation consisted of sever The MasterConsole is “smarter” than a
al cabling diagrams showing connectiorstandard A-D keyboard/monitor switch.
schemes for various setups, such as cowe have a couple A-D keyboard/monitor
necting two computers, or daisy-chainingwitches, but they often cause certain
multiple MasterConsoles. The drawingsypes of computers to crash. The reason

MaStEI'COIIS()le were clear and easy to folloWhe cables, is that these types of switches do not
which ship with the MasterConsole, ar&keep the keyboard signal continuous to
Raritan Computer, Inc. clearly labeled, and the labels can beach computeiVVhen you switch from A
10-1 llene Court matched against the cable diagrams to B, for example, the keyboard signal is
Belle Mead, NJ 08502 help you through installation. The otheicut from A and supplied to B. This is
Ph: 908-874-4072; Fx: 908-874-5274 piece of important documentation, avhere some computers “freeze.”itllV
E-mail: sales@raritan.com sticker on the MasterConsole itselfMasterConsole, you do not have this
Web Site: wwwraritan.com denotes the hotkey definitions for perproblem. Yu can be switched to any

forming channel switching and othercomputer and MasterConsole will pro
tasks from the keyboard. This was a veryide a continuous keyboard and mouse
with multiple servers becoming handy addition to the unit. signal to all the computers.

commonplace, monitoring them The only drawback to the documenta The continuous keyboard signal is

all can become complicated. Ittion was that it didit’ have the hotkey important during reboots. In most
isn’t unusual for a company to have aefinitions and instructions on how to usénstances, a computer BIOS will give
fax serverfax-back system, IVR serv them. W& looked at the MasterConsoleyou a keyboard error (such as “Keyboard
er, backup servedatabase seryéieb sticker which instructed us to pressError. Keyboard Not Present”) and fail to
server and CTI development serverScroll Lock twice to enter hotkey mode.reboot until you plug a keyboard in.itty/
together in one room, or even scattered/hen we tried this, nothing happenedidumb” A-D switches, you must have
across multiple rooms. (Although someAfter several frustrating tries, we diseov the switch set to the computer you are
companies will risk putting multiple ered that we were not pressing the Scralebooting for the keyboard signal to be
functions on one servemost avoid Lock key fast enough. ®/thought the present, or you will get the keyboard
putting all their eggs in one basket.) documentation should have warned us trror MasterConsole does not have this

Having a diferent monitor key press the Scroll Lock key twice in a fair limitation.

board, and mouse for each system iy rapid succession. The documentation The Auto Scan feature allows you to

impractical. In any case, many compaearned an average rating of 3. automatically monitor all connected
nies like to perform remote monitoring, computers at any time interval from 1
especially if they are running time-crit INSTALLATION to 16 seconds. Auto Skip allows you to
ical applications, such as computer- Installation was fairly easy automatically bypass inactive ports.

telephony applications. MasterConsole uses a PS/2 mouse con MasterConsole ships with double-

If you have to deal with the many mannector and a PS/2 keyboard connectioshielded coaxial cable for VGA,
agement and monitoring issues that ariseince we were using PC clones, w&VGA, and XGA video. Raritan
in systems with multiple servers, youwequired adapters to connect our seri@@omputer provides a generous supply
may be interested in Raritan Compiger mouse and DB-9 keyboard to theof numbered stickers to help you label
MasterConsole, a compact computeiMasterConsole. These adapters can leach of the cables.
switching solution. MasterConsole eonpurchased directly from Raritan Remote monitoring can be per
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formed from the MasterConsole unit o
from the keyboard itself.a6ks such as
channel switching, bank switching,
enabling Auto Scan, setting the dela
time for Auto Scan, enabling Auto exception would be if there is a com
Skip, and others can all be carried out puter failure, such as a power loss to the
from the keyboard as well as from themonitors that have power-save modesomputer If you leave Auto Skip df
MasterConsole unit. If you are not using one of the channelsyou will at least see the monitor screen
or if the computer is éfthen there is no go blank, indicating a problem with one
OPERATIONAL TESTING video signal sent to the monitavhich of the machines. Of course, you will
We tested 640< 480 (VGA resolu causes a power-save monitor to shuteed to be using all of MasterConssle’
tion) as well as 1024 768, and both itself down when the MasterConsolechannels to use this methodeetively.
worked flawlessly The hotkeys, which switches to this unused/computer-i§-of Using the keyboard to change chan
allowed you to access the computershannel. Then, when the MasterConsoleels was pretty straightforward.o
from the keyboard, worked very well.switches to another channel, the signglress the Scroll Lock key twice in
Some of the functionality from the key to the monitor is cut éffor a brief see quick succession. This puts the
board included changing channelspnd, and the monitor has to power uMasterConsole unit into a special
changing banks, starting Auto Scan, andgain. By the time the monitor begins tdotkey mode. All the keyboard signals
selecting channel by numbéte liked power up, the screen is beginning to disare sent through to the MasterConsole
the “bank number” and “channel num play, and then the next channel getbefore they are passed onto the eom
ber” illuminated indicators (lge and switched. Thus, you are left with aputer Putting MasterConsole in this
easy to read) and the buttons to switchlank screen on every channel. mode allows you to capture and inter
channels and banks from the To getaround this, you canincrease theret your keyboard responses to-per
MasterConsole unit (lge and easy to delay time. Qryou can turn on the Auto form remote monitoring functions.ov
manipulate). W also tested changingSkip feature, which will prevent the mon can also use the up and down arrow
the hotkey to activate the MasterConsol#gor from going into power-save mode.keys to switch channels, and the left
and the time interval for the Auto ScalWhen Auto Skip is enabled,and right arrow keys to switch banks.
feature. Both performed flawlessly MasterConsole will always switch to a Other features accessible from the
To test the Auto Scan feature, wechannel with an active computer (videokeyboard include: setting the delay
scrolled through all the channel numsignal, and channels are changed in suGletween Auto Scan switching, chang
bers, using MasterConsddalefault set a short interval (a millisecond) that moning the activation key from Scroll Lock
ting, which let us stay on each channdtors dont have time to go into power-to Num Lock or Caps Lock, and select
for about a second. \found that this 1- save mode. ¥ particularly liked the ing channel and bank numbers by
second interval caused a problem foAuto Skip feature, since we didriiave entering the appropriate number

=M
PG's Technical Support Helps Us Overcome
Snag With NotifyMe's Audible Alarm

hen we clicked on the button tostandard. Here are two options in the
change the sounds applied toneantime:
each priority the menu screen

to scroll through “blank” channels to get
to the channels actually being used.

In most cases, you will probably
want to leave Auto Skip on. The only

RATINGS (1-5)

Installation: 4.75
Documentation: 3
Features: 4.75

For example:
[sounds]

1) If you have a PC with Windows NotifyMel=c:\windows\chimes.wav,

refused to pop up. So, we sent an
mail about our problem to MP&’
technical support. Herg'how they
responded:

When NotifyMe was written it was
designed toward Windows 3.x (the
standard at the time). When changing
Sounds we called the sound module
from the Control Panel instead of writ-
ing our own interface. We've seen this
work on some Windows 95 machines
and not work on others. We are rewrit-
ing that portion of the code since
Windows 95 has taken over as the

58 CTI™ Vol.2 (1)

X on it copy control.exe from the
Windows directory and snd.cpl from
the Windows\System directory to your
Windows 95 PC. This should allow
NotifyMe to find the program to modi-
fy the .WAV files.

2) If you can’'t do 1) you can edit the
WINL.INI file manually to change the
sounds. In the [sounds] section you
should find the three keywords below
followed by the path to the .WAV file
you want played. Change the .WAV
file to the one youd like played for
each priority message.

Notify Me (High Priority)
NotifyMe2=c:\windows\ring.wav,Not
ify Me (Normal Priority)
NotifyMe3=c:\windows\ding.wav,No
tify Me (Low Priority)

We chose the second of the two
options, and it worked fine. The origi
nal settings in the WIN.INI had blank
entries where the sound files were
supposed to be. So, NotifyMel had an
entry equal to “NotifyMel = Notify
Me (High Priority).” It was simple
enough to manually add our own
WAV files to these parametems.
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ROOM FOR IMPROVEMENT
 There really is not much to befSEESE M- et 20
improved upon with this product. The = o

documentation, howeveshould specify
that you must press the Scroll Lock ke e
very quickly to activate the remotefis =
switching from the keyboard. Also, the
documentation should tell you that if
you use the Auto Scan feature with
power-save monitpryou may need to
enable the Auto Skip feature. Auto Ski
will prevent the monitor from going into ;
power-save mode, since it will alwayquE S EEs .

switch to a channel with an active comi Figure 21. NotifyMe’s

puter (video) signal. & looked for a L3 Message Editor (center) and
method of increasing the switchingi scrolling marquee (bottom).
delay in the documentation, but none @
the hotkeys were included.e/did, how

ever find how to increase the delay fro ] o ] ]
a sticker on the MasterConsole unitwhere up-to-the-minute statistics angages arrive at their desktops. Users

which also contained all of the hotkeygnessages are crucial. This functionalitpeed not continually monitor a display

st | Elsctiori Backmi. | selisnspiirz [Nty Me Message £

used to control MasterConsole. applies to other CTI applications asoard for additional information.
well, such as caller ID information, Messages can be prioritized, so users
CONCLUSION total hours logged by a particular agentan determine whether they should

We found MasterConsole to be a greabtal hours for all agents, or currentaddress the message immediately or
help in our CTI testing lab. ¥/consoli  wait time. ACD queuing information is wait until they finish the call they are
dated several monitors, and were able @wiso handled by this program. Evenon. A priority of “None” will update
use just one monitor in one section of ousperator can be aware of the number dhe message but will not notify the user
lab. This increased our work areacalls in queue and of the average holdith an audible .\AV file. This feature
reduced our power consumption, antime for those calls. The program caris especially useful for displaying sta
made testing and monitoring much easeven link to a usés voice mail system tistics or other frequently changing
er. For testing computer-telephonyand display a message notifying thenessages. Users are notified by two
equipment or for monitoring multiple user that a voice mail message has beerethods: the text of the message
servers, using a single console to monitaeceived. changes color (for example, red for
computer equipment is a must. Raritan While most companies encouragéigh priority), and an audible AV file
Computets MasterConsole is certainly aemployees to communicate via e-mailis played. The color scheme, including
good choice. Prices range from $375 fothis medium does have its limits. Manyforeground and background for each
a two-computer unit to $2,070 for ae-mail packages audibly notify the usepriority level, is customizable.
model which connects 16 computers. only once, when new e-mail arrives. NotifyMe allows you to distinguish
Hence, a notify message is easy tbetween “obligatory” messages and
miss. It is also easy to ignore. Foioptional messages.

= example, a user may opt to turr thfe For example, users may be obliged to
NOtIfVME notification pop-up message (often, thiseceive such message types as “hot

pop-up message interrupts work imews,” “system availability and “sta

MPG Software progress). Also, a user may miss medistics.” In addition, users could opt to
P.O. Box 55376 sages after logging out of an e-maifteceive specific section and team mes
Phoenix, AZ 85078-5376 program and neglecting to log back onsages, as well as birthdafrivia, or
Ph: 602-494-1269 Finally, a user may be flooded with aother noncritical messages.

E-mail: mgoguen@netzone.com multitude of messages, which can Some other important features

Web Site: wwunetzone.com/~mgoguen/index.ntml - cause a user to overlook a message thatlude:

demands an immediate replyouldn’t e Customizing the audio XV file

it be great to announce that a meetinfpr each priority type.

NotifyMe, a Wndows program will commence in 15 minutes and have ¢ Specifying dates and times to start

which emulates an electronic dis everyone see the message right awagnhd stop messages.

play board, is designed to distrib NotifyMe can make it happen. * Setting the scroll speed of the mar
ute messages to users across a network. quee.
It unobtrusively displays a scrolling FEATURES « Setting whether the message win

marquee at the top or bottom of users’ NotifyMe is network independentdow is always on top of other applica
screens and provides a real-time eomand will run on Whdows 3.x., tion windows.

munications link, which is particularly Windows 95, and \iddows NT It aute  Locating the message window on
useful in call center environmentsmatically notifies users when new mestop or bottom of the screen, and
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whether it runs minimized and is onl
opened when new messages arrive.
e Selecting separator character
between each message, such as “****,
e Setting the number of times the
audible notification is played.
 Setting whether the message wi
dows will “jump” in front of the current
application when a new messag¢
arrives, based on the priority of th _
message. Figure 22. NotifyMe’s right-
* Deciding which users should belel[{e]/d[ele]e1]o N 13 (=[5 (R
able to receive messages, but not sefit
them.

questions, and the like.

and location of scrolling message.
Other options pertain to the refresh
rate, whether messages should be
“always on top,” and the audible limit.
You can also set notification types
(have a window brought up front and/or
have an icon flash) according to mes
sage priority (Figure 23).

This right-click context menu also
lets you access the “Subscribe” option
and define individual user subscrip
tions to message files. Users can-sub
scribe to see messages from any

day wishes, morale boosters, trividiotifyMe message file, restricted only

by the extent of their network access

OPERATIONAI. TESTING If you left-click on a Scro”ing mes privileges. Files mlght include sta
NotifyMe stores its data in ASCIl sage, you basically notify the progranfus.msg, callerid.msg, hotnews.msg,
text files on a network serverhus, all that you have read the new messageutages.msg, payroll.msg, and the like.
users with access to the network drivehe program then changes the text NotifyMe can also be used as a
containing the NotifyMe message filescolor and stops playing any associatedeminder” or scheduling program. In
can receive messages. In a LAN onwAv file. To avoid seeing old mes lieu of a scheduling program, users can
WAN environment, any user can viewsages, you can set the foreground argimploy NotifyMeS calendar and mes
any message files on the company sergackground to the same cqloender Saging ability to set up appointments
er, based on the network file security jng the old messages invisible. HoldingVith reminders on a message file local
NotifyMe is gratifyingly unobtrd  down the left mouse button stops thé0 the us€ss hard disk. Then, users sim
sive. Its notification system doesnise message from scrolling until the buttorPly subscribe to this local file.
a screen pop; instead, it uses a scrolling released. A double-click on the Some message files (for example,
marquee at the bottom (or top) of thecrolling message minimizes the winautomated messages) need® creat
screen (Figure 21). NotifyMe does nolow to an icon, and if a new messaged through the Message Editorhe
take control of the user system when comes into the system, the marqueblotifyMe message files are plain
a new message is received, even if it igill either “flash” or “jump” in front of ASCII text files with several control
set to pop to the front of any applicatiorany current application, depending or¢haracters to define the priority and
the user is working on. Other networkhe setup. A right click on the scrollingtime the message is to run. According
messaging systems tend to pop up @essage will display NotifyMe'pop- t0 MPG Software, some companies set
message and take control of the syste(fp menu, where all the configurationdp automated tasks from their ACD
until the user reads the message @nd functionality of NotifyMe can be and/or other systems to write a file out
clicks the OK button. \th NotifyMe, accessed (Figure 22). to the LAN every “X” number of min
the user can continue working until To set the preferences, you rightutes with phone or other statistics,
they are ready to read the message. click on the message window andvhich are then displayed as messages
We liked seeing the messages chang®oose “Preferences.’od can then set In NotifyMe. Automated messages,
color after we clicked on them.&%ept text foreground and background colorwhich are updated frequentighould
the default color scheme, which dissjze and type of font, speed of scrollbe labeled with a priority of “None.”
played all “read” messages in graye This way the user is not notified when

could tell at a glance if there were an the message is updated. Otherwise, the
new messages. Unread messag| Prioity Level | Scroll Speed: notification would soon lose its fet-
appeared in red (high priority), yellow 1 I | tiveness, since the user would be noti
(normal priority), or green (low prioti | | - Metification: . Display: fied continually of a new message
ty). This scheme allowed us to gaug{ ' I Play Sound  Top of Screen every time the automated message was
the importance of a message instantly| | Flashlcon  Bottom of Screen updated.

Users can create messages throuq | M Biing To Top  Minimized The NotifyMe program gives the
the message _editor (Figure 21). Al color: Msg Separator ™ user the option of displaying the mar
mentioned earligithe receipt of certain € 0ld Message Retresh Rate: [T guee message at the top or the bottom
messages can be made mandatory; 0| | & Mew Message T of the screen. Opting to place the mar
ers can be made optional. Mandator| | ¢ Background Audible Limit. [10 qguee at the bottom works fine with
files typically pertain to system out T Change Sound... Windows 3.x. Howevemwith Windows
ages, critical real-time information, £ Change Font..._| 95 (and NT 4.0 or later), the Start but
payroll due reminders, or meeting ton and its accompanying task bar can
reminders, to name a fevdther files @ aways OnTop Mol |[ Close | get in the wayThat is, if the task bar is

(that is, subscription files) typically Figure 23. NotifyMe's dialog
include team messages, departme box for sétting preferences
messages, individual messages, birt :
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set to “Always on top,” which is the
default in Whdows 95, the marquee
message will be hidden underneath the
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Windows 95 task balf the “Always on

m phone systems, CTI applications and
top” setting for the task bar is turne products, and company databases. The

off, the marquee may obscure the-rurf Documentation: 3.5 (online help) unobtrusive messaging interface is

ning programs (icons) on the task.bar Installation:  4.75 probably the greatest asset of NotifyMe.
This display conflict can be owver Features: 4.5 This product is certainly worth a look.

come in several ways: GUI: 4.75 NotifyMe will run on any Whdows

¢ Make the task bar a little kper, platform (3.x, 95, NT). Memory usage
since the marquee has a minimaj, option could be implemented byS 47K. Pricing is as follows: $19.95,
height. Then, programs will be visiblegjicking on a Refresh Dateiffie but individual user license; $299.95, single
on the task bar ton, or it could be implemented auto Server license; $799.95, site license;

* Move the task bar to the top or sidenatically every 30 seconds or so. $1499.95, corporate license. For evalu
of the screen, leaving the marquee by computers often lose time, or haveéition copies, contact MPG software.
itself on the bottom. (Most users prefegheir time set a few minutes apart from
the task bar on the bottom, howeyer \hat an employes’ watch or Clock = —

* Move the marquee to the top. (If thesays. Thus, i€ possible to send a mes Heat 3.0
“Always on Top” option was turmned on gage that has already expired, that is, .

within NotifyMe, this solution can message stamped with a time that he i
interfere with your ability to minimize ajready passed according to the eom Bendata, an Astea International

and maximize programs. If this option i g Company
's turned o, however having the mar Uter (Put not according to the user .52 ey jonnson Bivd., Suite 100
: g watch or desktop/wall clock). Of X
quee on top is a good choice.) ; ; » Colorado Springs, CO 80920
. ” course, such discrepancies atea h: 719-539-5007- Fx: 719-536-0620
* Turn on “Always on top” on both problem if you run a program that dis ~ 1 719-532-5007; Fx: 719-536-

program, and leave both the task ba(eyertheless, we would like the next _
and the marquee at the bottom of thgsjease to include a button that Wou|tompanles can now extend excellent

screen. The marquee will hide underg|iow users to insert the computer customer service to any corner of
neath the task bar and only pop up igyrrent date and time into the corre @the globe, and do so at any time,

front of the task bar if there is a newsponding fields. with Bendatas release of Heat for
message. There will be enough of the Windows Professional Edition 3.0
task bar showing to click on it to getCONCLUSION (Figure 24). Heas “follow the sun”

back to the toolbafThe userhowever This is a great product for retrievingfunctionality is attributable to a new call
will be unable to create new messagesnd viewing real-time messagesticket transfer feature. it the new fea
until the task bar is moved, since it idNotifyMe is perfect for call centers, butture, users needn’put a customes
not possible to right-click on the mar can be used to advantage in other worroblem on hold at the end of the busi
quee, which is hidden underneath thenvironments as well. The open dataness dayinstead, a service ganization
task bay) base structure allows for extensive-cusan transfer call tickets via e-mail to an

tomization options, including tie-ins toopen help desk in another time zone.
ROOM FOR IMPROVEMENT

If you neglect to fill in all the time | - 1o[x]
File Ect View Group Customer Soision Accesson Tocl Window Heb

and date fields, NotifyMe will make an
announcement that, in fett, never i
expires. Such an announcement Wil e

become “read” when double-clicked |}l emoei: [
and will then appear in the color you: frstume |xermen 214 M0
use for read messageseWould have o N L

preferred that if the time and date field Reseived bys | (1710
were left blank, the program would [Fopenes Last Modifieds | £/
send out a message with the curre
date and current time, and an end tim
of 1 minute laterso the message would
expire right awaySuch an arrangement Patesse Hnlw
would be good for quick announce
ments or messages, and it would sa
users the trouble of having to fill in||-—— : .
every field. Bl < Celllog o Distail o besigrmant | o Jounal H E [ E
Other messages are not meant {g
expire. For these, it would be nice tq Type ofCalithatis being logged i

yCVERuCReaichRu EVIRUERJIEY Figure 24. Heat's main screen and call log screen. Note that

CUEIENETAN LR G CCT SRR the call log shows information on a particular customer, as

anq time into the date and time fieldsE BT support codes in a drop-down box
which the user could then modifguch
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CTI LABS
Employes Kt | KLFT7T Depsrtmert; | Accountng
Frstilome: [kencth | promes |@od2oz2
Lasst Nsen=: | Lambert Extension: |BT5 Alert: l—
Thus, the CUStomE’ problem can be Escalate to Technician or Group Assigned by: CHRIS | o |IIID4:1‘.|'um
addressed without delayleat 3.0 makes | techician: |2 trou {emmour Phane: |(555) 5551212.38
service even more immediate by -di§  Grous |Hsien Pager: | 5553337
patching service requests to field techn| Ausititin: EMais | st
cians via mobile communications. Cmnier j
The client/server software delivers : _
true end-to-end operations, from the jni e | SR [ HEE R k::::{lﬂW%
tial call through problem resolution. In
addition, Heat grows more capable witl
use because it continually (and automal ]| #citea | s0ea sioard | [DID] D 7]

ically) adds new problem-solving infor . Figure 25. Heat's assignment

mation to its online knowledge base. general IOLOteCtlon faU';((ﬁPF)- - screen. From here, you can
On a whim, we typed the path in theE T IR T TTo E R o)

DOCUMENTATION GO REEL IR RUELLEY groups and apply other rele-

The manual had separator tabs thaory. Then, we clicked on “Continue.” RYZT: o} sie 8t P ale) R
broke the text into main sections. AnThe installation continued without giving
index, however was conspicuously us the GPF erroThis was one of the ¢anice technicians to communicate with
absent. There was no proper table of costrangest bugs we had seen in a whilg,o main help desk via laptop computers
tents. Nevertheless, the quality of the-docrou could type the directory in, but you, 4 modems. Wh Mobile Heat. techai
umentation was good, and there wereouldnt “browse” for it.) cians can download call tickets from the
plenty of screenshots throughout. Overall, The installation proceeded smoothly .- help desk, work on the call ticket
the documentation earned a 3.95 rating. until we reached the 19th disk (out ol ¢ine and uplo’ad changes to the main

22) on the CD-ROM. The computer, ’ ;
INSTALLATION froze. We decided the crash was due téﬁ(t)enTatliiﬁlrJ h-l?hgsa tatl)_:aesaeg Isreurﬁg?éed

Although most of the installation wasa faulty CD-ROM and a buggy 16-bit 5 cess capability sireamlines the - dis
easy we did have a problem with theCD-ROM driver After four retries, we patch system, ensures more accurate call
Crystal Reports module. The documenwere able to complete the installation. racking, and ’enables field technicians to
tation recommended installing Crystal Overall, we gave the installation a 3.9 esolve broblems more quickly
Reports under the Heat directowhich rating. This rating doesn’reflect our
in our case was the CA\HFW\@R problem with the CD-ROM; we cannotDatabase Capabilities
directory Thus, we clicked (in fault the software for some system hard Heat 3.0 has expanded its online
sequence) on “Set Location,” theware problems. Instead, the rating is dugnowledge base capabilities by inte
C\HFW\CRW directory the “OK” but  to the bug that caused the system crasivating with CasePoint, Inferense’
ton, and the “Continue” button. As awhich led us to reboot and reinstall twicecase-based reasoning (CBR) product.

result, we got a general protection fault In addition, the softwars’ built-in
in DSHELL in module _MSTESEXE FEATURES knowledge base engine, called First
at 0004:000033c6. ¥ rebooted, ran Remote Access Level Support, is now enhanced with

SCANDISK, and retried the installation Mobile Heat, the softwars’ new auto-find and auto-populate capabili
from the beginning. And again we got aemote access capabilitgnables field ties. These technologies bring more
knowledge to the desktop, enabling-ser

find answers to customer problems.

Inferences CBR significantly reduces

eatlink 'I'o 'I'he Internet problem resolution time by automatical
ly initiating a solution search based on
key words as the call is being logged.

When a solution is found in the knoewl

endatas new communications * Access their own call tickets. ; by

module for Heat, HeatLink to the (All other tickets remain secure.) Eggre Ck;%sk?r’]ng: ttﬁgsfgtti:}i/car;gglﬁgoghe
Internet, provides an interface * View all of their open calls. pulls up a series of questions the user can
between Heat and youriddows * View any updates added by the 5k the customer to find the cause of the
NT server Your customers will be  help desk technicians. problem. This enablesven new cus
able to open, close, and update call + Enjoy the speed and conve tomer servicetechicians to find
tickets and check on the status of anience of opening calls over the answers quicklyreducing the
ticket via the Internet. The product Internet. amount of training needed.
promises to reduce the number of ¢ Add pertinent information to Heat 3.05 auto-find and auto-popu
phone calls to your help desk, shortcall tickets by entering a journal late capabiliies make it easier to
en customer on-hold time, and cut entry at their convenience. resolve problems. Auto-find searches
down phone bills. * Close calls over the Internet, if the knowledge tree for possible solu

If you deploy this module, your they resolve the problems on their  tions while a call is being logged. Auto-
help desk customers will be able to:own.m populate automatically adds new solu
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p.s

Diplay | Tricke | Siad | VMR | Locsion | Paln | Scuch |

F fusioere & ugpval

F Chech Maiis on Talis software function already getting help (Figure 25).

I Hagimize Growp Wisdoss ality in additionto ~ With File Attachments, users can pro
f?'"&_“ r;:_“"“"'*'-'" (LN Bendatas Heat, vide more information about a call with
2 S E aa F Show Leca Tosk you can monitor out resorting to cutting and pasting infor
r_; I' ms-lim FF Shos [iobal Teals extra items, such mation. Users simply attach documents,

as number of rings sound files, pictures, etc. to call tickets.
I’_*__"““""“"‘“‘"""""”"‘" B before a call is With the Calls On Hold feature, a
r“"“:'.“"' 5 | Smconds answered, adding help desk user can place a call in
then RV - Riwe further tracking of progress, but not ready to be saved, in a
Cusson Canday Geal Display Fehds performance and “Calls On Hold” group, storing it local
Lesz Maw  Auawilag ' improving cus ly on the uses disk drive.
K| ¥ 0 e j torﬁer sgrvice as g
CFU
Flakds (13 0ted: | iaginkn x well, ¢ thoge OPERATIONAL TESTING
c Tslorfgztl?rest Z?g Customizing Heat is easy: you simply
[T ] Coma Ay , enter your preferences via the user-
| |__tev | available nowand y P

. . ) friendly GUI. The menu tabs were par

Flgure 26. Heat's screen for |mp|ement|ng Oth(?rs will  be tiCUIarIy convenient (Figure 26)0-'he|p
user preferences. available before o, get 4 head start configuring your
. o . the end of the first qygiem  Heat includes several built-in
tions identified during a call to thequarter of 1997. Still other CTI  raan templates compiled from actual
knowledge tree, providing on-the-flyenhancements are planned for Heat 4. elp desks and support center systems
knowledge creation. which will be released in early 1998. Tnaqe sample templates cover a variety'

In addition to the internally created of industries, including finance, seft
knowledge base, Heat 3.0 can seardilanagement And Repoting ware. and education (Figure 27)’
external knowledge base sources from Heat provides the Support Center \ya found that Heat sets up an intuitive
Microsoft's TechNet, Novels Network Manager with tools to better track, Man | flow and makes accessing a -cus
Support Encyclopedia, Micro House’ age and forecast support center perfofymars profile simple. If your cus
Technical Library ServiceVdre’s mance and productivitideats Statistics tomers problem requireé hands-on inter
Knowledge Plus, and Lotus’ Monitor gives you an up-to-the-minute, o niion you can easily assign the call to
Knowledge Base. Heatopen architec snapshot of your help desk statistics,, app}opriate technicianol can print
ture and ODBC compliance allow cem such as the total number of open callg,a all ticket send a Heat message to
patibility with SQL databases (such aand calls not modified within SerVice gnother Heat hs,esend an e-mail to any
Oracle, SQL Serveiand Watcom) and level agreement requirements, so YOYIM- or MAPI-compliant e-mail sys
file/server databases (such as Accessjan better manage your siag levels. oy or page a technician directly from
Heat 3.0 ships with Crystal ReportsAs previously mentioned, CrystaIHea't B ensure that your Help Desk is
Professional 5.0, a popular reportindReports (the support center indus‘ry'respc.mding within your customerser
package, which includes at least 10(kading report writing software) is also,

) - . vice level agreement requirements,
pre-formatted reports. included, giving management instanf ,i-Escalation will automatically esca

CTI Features access to vital statistics. late a call to the next level if necessary
Bendata is working to integrate its The Auto-Find fe'ature searches the
. ~Other Features knowledge bases in the background.
help desk softwqre with Auros’ —\yith call Locking, users can Once you have found a solution, you
FastCall and Q.Sys'Phoneware. Thesejn gicate to each other that work on @an post it to the call ticket with a push
enhancements will give Heat severgfcyet s already in progress. Thisof a button. Also, with Heat' journal
CTI capabilities, including caller 1D taatyre prevents users from makingeatures, you can record time- and date-

callup of a customés call historylf the —pjicate calls to customers who argtamped information for each customer
caller ID doesrt’ match any record,

Q.SyS prompts the user to enter a-cu| BT
tomer number or call ticket number| Fweerees e Deprimert. | accourtng [nteran |

Thus, you get the best of both worlds ::’N”:': ot L S ——
caller ID record matching and caller e
entered identification. If the caller hag sottwars tame: [t server = Software Detail

neither an account number nor a cal
ticket numberthe system automatically| Merestres: |
starts recording a new call history Saftwr Type: | Databecs

Heat allows you to monitor hold Versio: e . .
time. In addition, you can track hold  icagd = rlgtl:‘re 27. Helats de‘;at":vscreen'
time with Crystal Reports. Monitoring Mwn-i LU GLElilous) 6 deliatliz
and tracking can be performed in suc here: # problem is highlighted.

a way to confirm that service agree _ :
ments are being met. i Q.SySs |[EICIL <Cute WETEERN <howen | ciund | CTID 7]
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First Mama: | Kenneth Phane # | (214) M42-0122
LastName: | Lambert Extension: | 676 we [
(Figure 28). Yu can automatically add| uumal fuy: Enteredby: | CHRS | 0W07e7 |19-352%m
new solutions into your knowledge| |« f‘
base with AUtO-POpUlate. E:;umc:eoo@?bnsecmtsm 117737 8 100Tam
Cayse Code: Printer empty
Room FOR IMPROVEMENT Clisze Description: nesds pet B45543 10 i the probie)
We puzzled over why we had t0 MaN| | st essess o e srosim
ually type in the path during installa &
tion. We suppose a bug in the softwar
is to blame. If so, we'd like to see tha
fixed in the next release. BIE][ scottoo [ s0ast [ snciowos [JRTRSRY [O]E] [« <[> [M]
Another suggestion we have is to ad Figure 28. Heat's journal , _ _
a c_:olumn to the Opgn EIGIVIEREEY ocreen. which is used for customers’ technical support g—malls.
LU TG IGTCIGISCEVRGCHEe ottaching notes and other (These could be attached to the journal.)

count for each group, giving you aERrEeTN AT a 1 F Aol 0 * Support for Véb-based forms cus
quick idea of the status of each group! tomers could use to enter and submit a
We liked Heat support for external preliminary problem description. (Data
knowledge bases, but we were a littieéisually include one free knowledge bas@athered from these forms would then
surprised the product didrinclude one A general limitation is that Heat 3.0be incorporated into a Heat call ticket,
of them. Help desk software packagets a 16-bit application and uses 16-biwvhich a help desk agent would use
ODBC drivers. The Crystal Reportswhen contacting the customer
software is also 16-bit. Until a 32-bit e Integration with Internet telephony
m version of Heat becomes available,-pemhich would allow a help desk agent to
GUI: 4.30 formance wort be everything it can be call the customer back over the
Documentation: 3.95 for users with ihdows 95 machines. Internet, using the e-mail address
Installation: 3.90 Finally, a future release mightentered by the customer as a means to
Features: 4.75 include some of the following features:establish the Internet phone connection.
» A means of collecting and managingNote: Most Internet telephony pack
ages now support e-mail addresses to
establish an Internet call.)
e Complete tutorials to familiarize
new users with the product.

CONCLUSION

Heats main strength is its openness
with respect to external databases; that
is, Heat doesm’limit you to a specific
or proprietary database. The prodsct’
open approach is evident in another
respect: the software is shipping with
the industry-standard Crystal Reports.

Bendata is currently working or part
nering with a few CTI vendors to add
or enhance computer-telephony fea
tures in the Heat 3.0 product. At pre
sent, Heas ODBC-compliant database
helps ease the integration process with
CTI products, since several CTI prod
ucts are also ODBC-compliant.

The ease with which users can change
and customize screens, in addition to the
products ability to integrate with popu
lar knowledge bases, make this help desk
software a good choiceoTise Heat, you
need a Microsoft \Widows NT server
(which needrt’ be the primary server)
and an Internet information server (sup
plied by Microsoft Vihdows NT Server
version 4.0). A browser that supports
tables is recommended. Pricing ranges
from $3,000 for a single user to $50,000
for an unlimited number of usems.
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ADVANCED
TECHNOLOGY

.

Terminology

he DM3 resourcarchitecture

enables technology resource
portability across multiple DM3
platform implementations.

DM3 platformsare modular,
scalable, single processor and
multiprocessor hardware imple-
mentations of the architecture and
include high-density PCI,
CompactPCl, and VME plat-
forms. DMS3 platforms are inte-
grated with DM3 firmware
resources to creafoduct bun-

dles

DM3 firmware resourcesre
implementations of network pro-
tocol and media-processing
resources that use one or more of
the DM3 platform processors,
integrating together through the
use of the DM3 software kernel.
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On-Site Briefing

resource capability aimed at integration
- within CT systems. To that end, Dialogic

Resource AI‘ChItectlll'e has developed the DM3 resource archi-

tecture for creating board-level CT

Dialogic Corporation resource solutions. This resource archi-
1515 Route Ten tecture is designed to provide for inde-
Parsippany, NJ 07054 pendent, firmware-based network proto-
Ph: 201-993-3000; Fx: 201-993-3093 0| and media-processing resources that
Web site: www.dialogic.com will operate and integrate together upon

compatible hardware platforms. The
_ _ ) hardware platforms will range in scale
ialogic Corporation has developedand will reside within multiple types of
a new computer-telephony (CT)open computing systems.
resource architecture. According According to Dialogic, the DM3

to Dialogic, the architecture exempli-architecture is a result of the single
fies openness in its overall approachargest research and development
and has the flexibility and performancqmdertaking in the company’s history.
to enable the rapid integration of multi4yjth the new resource architecture,
ple resources from multiple vendors. pjalogic hopes to provide competitive-

The impending architecture is desigty priced, scaleable, high-performance
nated DM3. We f.II’St heard about }tproducts to Open-component 0rigina|
when representatives from Dialogicequipment manufacturers (OEMs), sys-
visited the offices of CTI Magazine fortems integrators (Sls), and value-added
an on-site brleflng. This article is therese”ers (VARs) The deve]opment kits
result of that meeting. Our thanks go t@re designed to enable resource tech-
John Landau (vice president, Strategifology developers to rapidly create and
Marketing and general managefintegrate DSP- and RISC-based
Dialogic Architecture Lab) and Marc firmware resources for deployment on
Felsen (product marketing managery common set of hardware boards or
for taklng the time to inform us of this p|atforms' DM3 deve|opment kits will

initiative from Dialogic. also offer an open development envi-
ronment to proprietary technology
OVERVIEW OEMs, who can then create solutions

Years ago, the computer industry wagtegrating their own value-added
based on expensive, limited, proprietaryesources with complementary com-
systems built upon proprietary computmercial resource components.
ing resources. Open systems develop-
ments in computing and data resourcdeLEXIBILITY AND PERFORMANCE
eventually enabled diverse systems DM3's modular multiprocessing soft-
built on open, multiple-vendor, best-of-ware architecture is designed to create
breed resources. The CT industry ofiardware flexibility by enabling
today is undergoing similar changes; ifirmware resources to be independent of
fact, a transition is underway to movehe underlying hardware. The intent is to
away from the limited, proprietary sys-permit modular upgrades and modifica-
tems toward open CT systems, whicliions in DM3 hardware to support newer
will also offer best-of-breed multiven- processors and memory devices, and to
dor resources and telephone protocolsdo so without requiring changes to exist-

Dialogic is hoping to provide a newing applications or disruptions to
level of reusable and extensible CTirmware resources on other parts of the
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hardware platform. Furthermore, sinc
. . Host Bus
the firmware resources are designed

|
Control CP Global
be portable across the D\d3hardware Processor| Memory | Memory |
implementations, all DM3 resources MMA Bus

should be available across all supporte i e —— ]
platforms, including PCI, CompactPCl, i ‘SPMWWH’ ‘SPM“"WT
VME, as well as others that Dialogic R
plans to add in the future. / T 5 _PCMRem |
According to Dialogic, technology i ; ——f—
resource developers can create or pg M;m._ : DT;)I oy S Dpl
algorithms onto the DM3 architecture soards : & : [ SC 4000 SC4000 ||pprd L2
to build technology resources, while e T
solution developers can create hos
applications that use the DM3 technol
ogy resources. The technology
resources are embedded firmware alg
rithms, such as voice, fax, and automa Figure 1. DM3 high-density hardware configuration.
ic speech recognition (ASR), that are
written so as to leverage the DM3 softny anticipates the basic multiprocessaprocessor (CP), associated RAM and
ware kernel for interprocessor manageboard will be configured to support 0, 1flash memory two complete network
ment and resource cooperation. (Th2, or 4 T1/E1 digital trunk interfacesinterfaces, two SC4000 ASICs config
DMS3 kernel is embedded software thatwith ISDN PRI), from 0 to 1,800 fixed- urable global memoryhost RAM for
is common to all processors on thgoint DSP MIPS computing capacitycommunication between the CP and the
DM3 architecture.) DM3 supports mul (up to eighteen Motorola 56030xhost, and a memory-management ASIC
tiple technology resources from multi processor units), and from 0 to 1,28GMMA). The MMA transfers all bulk
ple developers, and lets solution develSPECint 92/SPECfp92 specmarks oflata between the host RAM, CE&Ps,
opers build interoperable solutionsRISC computing capacity (up to eightand SC4000 ASICs via a 32-bit DMA
based on Signal Computing SystenMotorola PowerPC 603e processofdirect memory access) bus to and from
Architecture (SCSA) SChbus hardwareunits), supported by a variety of memothe DM3 global memory(The global
and SCSA software APIs or othery configurations. Furthermore,memory is installed on SIMM or SO
APIs. Dialogic says DM3 cards will Dialogic expects the DM3 firmware DIMM modules for ease of upgrade
interoperate with other standards-basesources to be implemented on thesability and is available in diérent sizes
CT resource cards. DM3 hardware platforms to includeup to 16MB.) The MMA also com
DM3's host software interfaces begirstore-and-forward voice processing (fopacts, expands, and moves PCM data
with a single low-level “direct inter voice messaging and IVR), fax, speechetween the SC4000 ASICs and the
face,” and layers above this interfaceecognition, digital and analog networkvarious processors’ memories via the
will provide compatibility for multiven interfaces, real-time voice over, I[Bnd PCM bufer.
dor/shared platform ECTF (EnterpriseSS7. Dialogic will support UNIX (iri The single CP on the DM3 baseboard
Computer Elephony Forum) S.100-tially Solaris) and Widows NT host manages SCbus access and controls the
based applications as well as some properating systems, and a porting kit iISC message bus via the MMA and the
prietary platform applications. Aboveexpected to become available to enab®C4000 ASICs. Data on the SChus is
this direct interface, DM3 is backwardsporting to other operating systems andvailable in multiples of 64-Kbps TDM

3 Memory Management

" ASIC (MMA)

SCbus

compatible with applications developechost computers. channels (bundles), in linear format or

on Dialogics GlobalCall and 4.x voice encoded in A-law op-law format. The

APIs. HIGH-DENSITY HARDWARE two SC4000 ASICs can access up to
According to Dialogic, the initial PLATFORMS 256 of the 2,048 SCbus time slots,

DM3 architecture implementations will The DM3 high-density platforms allowing up to four T1, E1, or ISDN
be high-performance PCI, CompactPClconsist of three baseboard types: PClrunks with echo canceled data that can
and VME system bus boards gated CompactPCl, and VME. These basebe exported to other technology
toward complex and high-density appli board types support daughterboards foesources, such as ASR.

cations. Real-time resource bus connesignal processing and computing, com Each SP daughterboard is configured
tion between multivendor network inter munications for development (Ethernetvith up to six Motorola 5630x DSPs or
face and media-processing resources &@d RS-232), and additional networkup to four PowerPC 603e processors.
provided by the ANSI/VIR6-1994- interfaces (T1, E1, or ISDN). As illus Dialogic says that other signal processors
compatible SCbus. While there will be arated in Figure 1, the DM3 baseboard¢an be used on SP daughterboards, and
variety of specific products, the compacontains an Intel i960CF controldaughterboards with drent processors
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Host Software
Library#1 [ HSL#2 l

can be combined for maximum flexibili

«4—Direct Interface”

ty. The same SP daughterboards can :

used on PCI, CompactPCl, and VME oSl leliary

baseboards. The communication daug Host DM3 Host Driver

terboard contains 10 Base-T Etherng Embedded DM3 Kernel Kernel:

and RS-232 serial port interfaces, whic "

can be used for debugging or direg
access to the board during developmer
The digital network interface (DNI)
daughterboard provides two additiong
T1, E1, or ISDN network interfaces tg

supplement the two network interface s
on the baseboard. The SP daughte Figure 2. Overview of DM3 software

boards are stacked apart form the oth architecture showing layered and modular design.

daughterboards so as to permit up to

three SP daughterboards, a communicaompactPCl, or VME slot. A baseboardransport layer linked to a DM3 host

tion daughterboard, and a DNI daughtemwith two or three stacked SP daughteiinterface libraryThe device driver pass

board to be stacked on a single baséoards requires the space of two slots. es messages and data from the host to

board. A baseboard with a single SP the resources on the appropriate DM3

daughterboard requires only one PCSOFTWARE ARCHITECTURE board using the functionality of the ker
The DM3 software model (Figure 2)nel. Host software libraries, such as a

consists of host software that runwoice library communicate with tech
- DM5 _ directly on a PCI, CompactPCI, ornology resources through the DM3 host

resource management...

DLGC
Resource #1

3rd Party
Resource #3

3rd Party
Resource #2

VME target system and embedded softinterface library Host software libraries
ware that runs directly on the DM3 plat are shielded from the device driver by
form. This layered and modular soft the DM3 host interface libraryrovid
ware design includes a host device dring protection from dferences in host

compatihle ver, a host interface librarjthe DM3 operating systems.olease communiea
kernel, underlying real-time operatingtion between the host and technology
Resource systems (ROSs), and technologyresources, the host interface library
resources. TheOSs used beneath theenables driver configuration, component
Technolo ies kernel include SPOX (for DSPs, such amanagement, message transded data
g the Motorola 5630x) and Vx@vks (for read/write operations.

RISC, such as the 1960 control proces

sor and PPC603e signal processorJOMPATIBILITY AND AVAILABILITY

* Voice mail/voice messaging According to Dialogic, using industry- DM3 is a Dialogic initiative to com
* Audiotext standard operating systems and toofglement and improve the compasy’
* Advanced intelligent network will help reduce the time it takes to portcurrent product lines. DM3 products
(AIN) applications on scalable  technology resources and develop soldrom Dialogic and resource develop
IPs tions. The DM3 kernel &rs runtime ment partners will be introduced in
« Call processing, including: services within and among the CP andtages. DM3 will address a host of CTI
— Call progress SPs, and maintains a communicatioissues:
— \oice record and play path between the DM3 technology * Quad digital telephone interface
— DTMF detection resources and the host software. The s Quad voice with quad DTI
— Tone generation kernel provides a message-sending « Quad DTI with SS7
— Speed and volume control mechanism and timer services, plus « Fax
— Noise tolerance resource, configuration, and memory- « Real-time voice over IP
— Cut through management services. « ASR
— Talk off plus other Spring\ate DM3 technology resources are e Text-to-speech (TTS)
features embedded firmware algorithms that run Initial availability of the DM3 resource
» Signal analysis for tone detection on the hardware using the kernel-semrchitecture and related products will
and call progress vices. Resources can be divided intbegin in the first quarter of 1997.
* Digital network interfaces (T1, processor-specific applications, such as
El, or ISDN) a player resource containing various For information about free subscriptions, call
* Fax ) N types of decoder componentsour customer service department at 800-243-
* Automatic speech recognition Components are assigned unique DM®&o02 (toll free) or 203-852-6800, or visit our
(ASR) addresses and communicate with eackeb site at www.ctimag.com. Contact the pub-
* Text-to-speech (TTS) other via messages that are routed ligher, Richard Tehrani, or the editor, Kevin M.
* Audioconferencing the kernel. Mayer, with questions or comments about CT/ ™
* SS7 p.r0t0C0|_3 On the host software side, DM3 drivelE-mail (addressed to rtehrani@tmcnet.com or
* Real-time voice over IP support is a technology-independentmayer@tmenet.com) is always welcome.
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he information in this update was supplied
to CTI magazine after the publication of
the 1996 CTI Magazine Buyer’s Guide (vol-
ume 1, number 2). Please keep a copy of
this update with your Buyer’s Guide issue.

Electrical Systems

Company

4305 Saguaro Trail

Indianapolis, IN 46268

Contact: Brendon Buckley

317-298-2975

Fax: 317-298-2989

www.escotech.com/esco

bbuckley@escotech.com

Value-Added Reseller

Products/Services:

Videoconferencing
Equipment

CTI Software

PBXs

Internet Telephony

Integrated/Unified
Messaging

EPIGRAPHX

965 Terminal Way

San Carlos, CA 94070

Contact: Debra Sharkey

415-802-5858

Fax: 415-802-5850

www.epigraphx.com

dsharkey@epigraphx.com

Service Provider

Products/Services:

Fax Broadcasting

Fax-On-Demand

Interactive Fax Forms

Internet Access to Fax
Servers

Bar Coding For Order Entry

Excel, Inc.

255 Independence Drive
Hyannis, MA 02601
Contact: Elaine Giatrelis
508-862-3000

Fax: 508-862-3030

www.xl.com

Manufacturer
Products/Services:

Dumb Switches
Programmable Switches
AIN/TELCO Platforms
ISDN

Voice Products (Hardware)

EXSYS, Inc.

1720 Louisiana Blvd. NE,

Suite 312

Albuquerque, NM 87110

Contact: Nancy Clark

505-256-8356

Fax: 505-256-8359

www.exsysinfo.com

info@exsysinfo.com

Manufacturer

Products/Services:

Embedded Operating
Systems

Help Desk Software

Application Generators

Expert Systems

Intranet Hardware/Software

Genesys
Telecommunications
Laboratories

1155 Market St. 11th Floor
San Francisco, CA 94103
Contact: Sheneen Landry
888-GENESYS
415-437-1100

Fax: 415-437-1260
www.genesyslab.com
Software Developer
Products/Services:

CTI Software
Skills-Based Routing
Software
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Predictive Dialers

Internet Access To Live
Agents

Virtual Call Center

LINK-VTC

6350 Nautilus Drive
Boulder, CO 80301
Contact: Marcey Cote
303-516-6000

Fax: 303-516-6999
www.linkvtc.com
Service Provider
Products/Services:
Videoconferencing

Micro Call
160 E 56th Street, 7th Floor
New York, NY 10022
Contact Alan Gur
212-486-1200
Fax: 212-486-1144
microcall@aol.com
Software Developer
Products/Services:
Boards/Fax
Boards/Voice
Application Generators
Recording And Logging
Equipment
IVR (Interactive Voice
Response) Products

TransMark

9035 Haven Avenue,

Suite 102

Rancho Cucamonga, CA

91730

Contact: Roger L. Baer

800-999-4922

Fax: 909-941-3619

rbaer@linkline.com

Service Provider

Products/Services:

Internet Access To Fax
Servers

Internet Access To Live
Agents

Internet and WWW
Marketing Services

Check And Credit Card
Verification

Credit Card Merchant
Accounts

TTSI

18 Worlds Fair Drive
Somerset, NJ 08873
Contact: Reinaldo Pabon
908-563-6600

Fax: 908-356-1366
www.tts.com
rein@.tts.com
Value-Added Reseller
Products/Services:
Computer Accessories
LCD Keyboards

CTI Software

Toolkits

ACDs

TeleDynamics, L.L.P.

2200 Wheless Lane
Austin, TX 78723

Contact: Sharyn Warren
512-928-1533

Fax: 512-928-1575
www.teledynamics.com
info@teledynamics.com
Distributor
Products/Services:

Power Control/Conditioning
UPS (Uninterrupted Power
Supply)

Key Systems

Headsets

Fax Machines
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Computer Telephony Expo ‘97
March 4-6, 1997
LA Convention Center,
Los Angeles, CA
Call 212-691-8215 x2
Visit www.ctexpo.com

Expo '97, the CTI industry’s
CT biggest tradeshow, is fast

approaching. If you haven't
already registered to attend the show,
we urge you to consider doing so.
Nowhere will you find so many CTI
vendors and products in one place.

To give you a sense of what the

show’s exhibitors will have on dis-
play, we've prepared this brief editori-
al. Below, we present information col-
lected from a selection of vendors
who will have a strong presence at the
show. In addition, we present informa-
tion from vendors who approached us
with announcements about what they
planned to emphasize at CT Expo '97.

Brooktrout Technology, Inc.
410 First Avenue
Needham, MA 02194
Contact: Heather Magliozzi
Ph: 617-449-4100
hjm@Dbrooktrout.com
www.brooktrout.com

of electronic messaging products,

will display and demonstrate its
complete line of products at CT Expo
'97. Among the products displayed
will be Brooktrout's Show N Tel, a
development environment for enter-
prisewide, client/server voice, fax, and
computer-telephony applications.
Show N Tel is designed as an open
platform to allow integration of appli-
cations in heterogeneous telephony

Brooktrout Technology, a provider

Subscribe FREE online at www.ctimag.com



and data environments. Other show
cased products will include the
IP/FaxRouteran embedded fax sys
tem for routing fax over IP networks
such as the Internet; QuadraFax, a fax-
on-demand and fax broadcast system;
and the TR Series anduFax fax and
voice processing boards.

Brooktrout will also host a theater
where its ISV partners will showcase
their latest products. Brooktrout plans
to introduce new products in the appli
cation development, platform, and

peripheral markets as well. A M —
Comdial Corporation

1180 Seminole Trail

Charlottesville, VA 22906
Contact: April Owens
Ph: 804-978-2287
w.comdial.com
c omdial is expected to showcase a

variety of CTI solutions at CT

Expo '97. Among the products
that Comdial ders are:
¢ Quick Q ACD, an automatic call
distribution (ACD) product for small
to medium-sized call centers;
» Easy Tack, a descendant of

Comdials Tracker which is an on-site
integrated paging system developed in

cooperation with Motorola;

e Comdials InnTouch Concigge
Hospitality Package, which allows
users to visually control their voice
mail using a PC; and

e Comdials CTI solutions

wideopen.group and wideoperfiog.
The wideopen.dite product is a tele
phony server that allows TSAPI applica
tions to run in most popular LANS.
Together with wideopen.group, a CTlI
groupware application designed for collab
orative call processing among workgroups,
these products are compatible with a full
range of operating systems including
0S/2, Whdows NT and Whdows 95.
Comdial is committed to standards,
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including those being set by Novell
(TSAPI) and Microsoft (API). Dialogic Corporation
1515 Route Ten

Parsippany, NJ 07054

Commetrex Corporation Contact: Tracy Sarkees
6400 Atlantic Boulevard 201-993-3000
Suite 190 www.dialogic.com

Norcross, GA 30071
Contact: Martin Lippman t CT Expo '97, Dialogic
Ph: 770-449-7775 X370 ACorporation, an industry-leading
mlippman@commetrex.com
standards-based computer-telephony

feature its first hardware product,

At CT Expo '97, Commetrex will
the Media Stream Processor

cation solutions focusing on AlN/wire

types of information together in an
end-to-end network based on open
standards, aimed at working together
with unified network-management
abilities and smooth migration into
future technologies. The Consono
MD110 PBX software supports appli
cations such as a common directory for
end users on the desktop, as well as
ISDN-based multimedia such as

manufacturer of high-performance,Proshare multiparty videoconferencing.

The core platform for solutions such as

components, will feature leading-edge voice communications, personal appli
products, services, programs, and applcations, call centeand personal

mobility, the Consono MDII0 PBX, is

(MSP). In 1993, Commetrex introducedless and Internet-based voice and fax based on separate modules for switch

MultiFax, a third-party voice board add-solutions. In addition, Dialogic will
in to bring software-based multiline fax showcase enterprise solutions, which

ing functions and more advanced-ser
vices that can be customized to suit

to the computer-telephony OEM. The feature lage switching applications and customer needs. Applications (call een
company is still emphasizing the bene response systems, as well as highlight ters, screen-based telephpdiyectory

fits of what it calls media integration.
Commetrex believes that companies demand solutions. Dialog&customer
with different media-processing compe base includes value-added resellers
tencies developing stream-processing (VARS), original equipment manufac
products for CT resource boards with turers (OEMs), service providers, and
standardized board-level environmentsapplications developers, ranging from
will usher in the next architectural small systems integrators to global
phase of computer telephoriihe MSP  telecommunications companies.
is intended to be the first such media-
neutral CT hardware resource.
According to Commetrex, the MSP will
support voice, fax, high-speed data,
speech recognition, text-to-speech, and
video, but Commetrex only intends to
develop fax and data media-processing
products for the board. Commetrex will
make the board’software environment E

Ericsson, Inc., Business Systems
7001 Development Drive
PO Box 13969
Research Triangle Park, NC 27709
800-431-2345
Wnww.ericsson.com

ricsson, one of the worlsllaigest
suppliers of telephony networks,
provides enterprisewide CTI selu
tions that integrate Ericss@nConsono
MD110 PBX into IP networks and

available to other developers in order t
develop support for the other media.

Computer Telephony Expo '97

March 4-6. 1997 information systems creating compre
LA Convention Center, savings. Consono is Ericssercom

Los Angeles, CA bined ofering of integrated communi

_£OA. cations systems for voice, data, and
C.al.l 212-691-8215 x2 multimedia in private networks.
Visit wwn.ctexpo.com Consono is a combination of systems,
products, and services bringing all
72 CTI™ Vol.2(1)

unified messaging and information-on- mobility, system and network manage

ment, messaging, and videoconferenc
ing) are all integrated through the use
of various interfaces @PI, TSAPI,
NT-TAPI, and CSRA).

Mitel Corporation
350 Legget Drive
Kanata, Ontario
Canada
K2K 1X3
800-IMITEL-SX
www.mitel.com

highlight a pair of Developer

Programs: developers@work and
the Mitel MediaPatls Development
Environment. These programdeaf
tools and support to design CTI appli
cations for Mitels SX-2000 LIGHT
and SX-200 LIGHT PBXs and

T his year at CT Expo Mitel will

hensive productivity increases and costlient/server telecom platforms. Mitel
will continue in its commitment to sup

port the computer-telephony develop
ers by providing open standards-based
application-developing environments.
Mitel Corporation designs, manufac
tures, and markets systems, subsys

Subscribe FREE online at www.ctimag.com



tems, and microelectronic components
for sale to world markets in the tele
phony computer-telephony integration
(CTI), and communications industries.
The companyg products include voice
communications systems; public
switching systems; network-enhance
ment and gateway products; CTI sys
tems and applications; client/server
telecommunications products; custom
silicon wafers, integrated and hybrid
circuits, and optoelectronic devices.
Mitel's leadership strategy is centered
on advancing people-to-people com
munications in an open, distributed,
and standards-based environment.

Natural MicroSystems
8 Etie Drive
Natick, MA 01760
Contact: Vicky Stoneback
NS Sales Hotline: 800-533-6120,
Menu Option 2
WW.nmss.com

two exhibition booths at CT Expo

'97. In one booth, the company
will demonstrate its CT Access devel
opment platform, a series of APIs and
telephony extensions for Mlows NT
designed to reduce time-to-market anc
increase functionality of applications
built on the compang’ Alliance
Generation family of DSP boards.
Natural MicroSystems will also shew
case a new benchmark for capacity
and function in a DSP board: the
Alliance Generation Quad T1 provides
four complete T1 interfaces and 96
ports of integrated voice, fax, and
speech recognition in a single PC slot.

Natural MicroSystems has invited

22 strategic partners to share their-sec
ond exhibit booth. Here the partners
will demonstrate their services and
products, which add value to the
Natural MicroSystems product line.

Subscribe FREE online at www.ctimag.com
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Some partners expected to demon ship with Dialogic gives Parity access
strate their products include: Parity Software to new hardware products early in the
« Atlas Telecom — A U.S. integrated One Harhor Drive, Suite 110 engineering cycle, which f&frs Parity
voice mail system developer; Sausalito, CA 94965 the opportunity to add support for new
* Big Sky Technologies — A U.S. Contact: Sales Department features to software tools in time for

unified messaging systems developer 415-332-5656 hardware product releases.
using text-to-speech, showing their W paritysw.com
Internet telephony mailbox; sales@paritysw.com
» Group W — A U.S. application- Rhetorex, Inc.
generator (app-gen) tools vendor, arity Software, a leading supplier 151 Rlbright Way
* Kemtec — A Singapore-based app-Pof software tools and hardware Los Gatos, CA 95030
gen tools vendor, components to computer-telepho Contact: Stephen Weekley
* Mastermind €chnologies -— A ny systems integrators ARs, consul Ph: 408-370-0881 X1110
U.S. app-gen tools vendor; and tants, and developers, will demonstrate stephen.weekley@octel.com
» Open Access — An Australian its telephony power tools for building ww.rhetorex.com
Systems Integrator computer-telephony applications (for

example, voice mail, fax-on-demand, hetorex, Inc., will host a partners
international callback, and the like). Rpavilion at CT Expo'97, where

NEC America, Inc. These tools include VOS, a telephony B\ companies such as TTM and
Corporate Networks Group applications language for Mdows Associates and Vcomm will showcase
1555 Walnut Hill Lane NT, UNIX, Windows 95, ihdows  yegl-life solutions using RealCT
Irving, TX 75038 3.x, and DOS, and CallSuite, a family ReaICT is a high-level computer-tele
800-TEAM-NEC of ActiveX controls for building appli  prhony API (application programming
WWw.nec.com cations in Vihdows NT and Widows  jnterface) for PC-based telephony
95 in popular visual development components from Rhetorex. RealCT is
n addition to its NEAX family of environments such assval Basic, implemented as a Dynamic Link
Ivoice platforms (PBX) and ELEC ~ Visual C++, Delphi, PowerBuilder and | jhrary (DLL) in Windows NT The
TRA family of key telephone systems,0ther VBX/ActiveX hosts. Parity will - configurable API shields developers
NEC will demonstrate a variety of CTI IS0 host a pavilion where Parity from the complexities of telephone
and other integrated applications, inelud VARS will showcase applications pew connections and CT resource switch
ing switched video and integratedd  ered Dy Paritg tools. ing. The product is compatible with a

voice applications at the CT Expo. ACD_ Parity Softwares primary business  pymper of other \Wdows application
techniques (including screen pops) and iS to create and deliver full-featured, opjects, such as Microsoft Foundation
IVR integration, as well as several indi industrial-strength software develop  cjasses and Active X.

vidual user applications, such as unifiedMent tools. In addition, Parity The inclusion of a built-in MVIP
messaging, will be demonstrated with Software is an Authorized Dialogic  resource manager enables the use of
availability for hands-on usage by atten Toolkit vendor ofering Dialogic RealCT applications in a variety of

dees at the conference. These are all boards and all major Dialogic-compat gnaj0g and digital telephony environ
components of NEG'FUSION integrat  10le hardware products. This relation  ments. A companion software utility

ed environment, which is designed to the RealCT Resourceidérd, enables
integrate diverse hardware and software ~ Computer Telephony Expo '97 developers to configure applications
elements for CTI functionality March 4-6, 1997 for specific telephony environments.
As well as designing and manufac G Applications based on RealCT can be
turing PBX systems and software, LA Convention Center, ported from analog telephony boards
NEC America Corporate Networks Los Angeles, CA to digital boards without the need for
Group develops audioconferencing, Call 212-691-8215 x2 any source code changes.
videoconferencing, key telephone sys - A wholly owned subsidiary of Octel
tems, multimedia applications, data Visit wnn.ctexpo.com Communications Corporation,
communications, and other products. Rhetorex manufactures components
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(hardware and software) to connect PClerm, which provides multi-client and Suns embodiment of the thin-client
and LANs with telephone networks.  multi-device support, Sun will provide concept, the JavaStation, is aimed at

an update on the Javal&phony reducing administration and mainte
Application Programming Interface  nance fees over traditional “fat-client”
Sun Microsystems (Java®l API). Bringing Java “Write  PCs, while providing comparable
2550 Garcia Avenue Once, Run Anywhere” platform inde functionality.
Mountain View, CA 94043 pendence to a heterogeneous environ
Contact: Karen Richards ment, Javadl runs on top of the For information about free subscriptions, call
Ph: 415-336-2814 SunXTL architecture. our customer service department at 800-243-
\Av.sun.com As SunXTL and Javeel support 6002 (toll free) or 203-852-6800, or visit our
multiple clients and multiple devices, Web site at www.ctimag.com. Contact the pub-
Sun will highlight Java-based cus  Sun will be demonstrating the lisher, Richard Tehrani, or the editor, Kevin M.

tomer management and CTI solutions JavaStation, Sus’network computer  Mayer, with questions or comments about CT/ ™
at CT Expo '97. In addition to shew as a front-end desktop for call centerse-mail (addressed to rtehrani@tmenet.com or
casing its SunXTL @&leservice plat and customer management systems. kmayer@tmcnet.com) is always welcome. B
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INTERNET TELEPHONY:

hat happens when you mix all the hype about the Internet with the rapidly

growing market for CTI? The answer: Internet telephony. Slogans like

“Talk forever for free” have caused some to predict the doom of the long-

distance carriers. Others suggest that Internet telephony’s future is contin-
gent on a mere regulatory aberration, that is, cheap local access.

Others approach the issue from a more
technical perspective. For example,
Vint Cerf, vice president of MCI and
“father” of the Internet, has predicted

ANDREW SEARS, that packet switching may overtake cir-
cuit switching — a concept that has

INTERNET TELEPHONY been termed “Cerf’s Inversion.”
So, many people, including people in
CONSORTIUM, the CTI industry, are left wondering
MASSACHUSETTS how to separate reality from all the
hype. How significant is the Internet,
INSTITUTE OF really? This article will explore the pos-
TECHNOLOGY sibilities for the near term (easy to hype)

and the long term (easy to overlook).

WHAT IS INTERNET TELEPHONY?

Internet telephony (IT) in its current,
limited form is typified by one Internet
user with a computer calling another
user, with both parties using special
software that allows for voice trans-
mission  through the Internet.
Configuring a computer for calls can
be difficult, and sound quality is
unpredictable. For calls placed in the
United States, quality is often equiva-
lent to that obtainable in a cellular
phone call, but with slightly higher
delay. Quality for international calls
varies widely.

If Internet telephony were to stop
there, it would be easy to dismiss the
nascent technology. But recent devel-
opments indicate there may be more to
Internet telephony than first meets the
eye. For example, several companies
(VocalTec, Netspeak, Analogics,
Lucent) are promoting “phone gate-
way” products that use CTI to allow
the placement and receipt of Internet

CTI™ Vol.2 (1) Subscribe FREE online at www.ctimag.com
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Separating Facts From Hype

calls over regular telephonesPSTN and private networks to tens

ofvould be willing to put up with the

Initiatives such as these highlight whatnillions of computers on the Internetpoor sound quality and difulty of
is really interesting about Internet tele Will this potential be realized? Thereuse. A few people predict that IT will

phony particularly with respect to CTI. are at least four points of view:

Put simply CTI is the interface 1. The Hobbyist Mew: Until

between the Internet and the PSTN.
CTI has the potential to connect hunmarket for Internet telephoniargely

remain in this domain, and will be
seen as a passing fad like CB and

recently hobbyists were the primaryHAM radio. (Examples: early ver

sions of Internet Phone, &dphone.)

dreds of millions of telephones on thébecause none but the enthusiast?2. The “Talk For Free” View: Here,

Internet Telephony Interoperability Consortium

he Massachusetts Institute of
Technology has ganized a group
of researchers in academia and the
computer and telecommunications
industries to provide a basic under
standing of the technical, policgnd
economic implications of Internet
telephony — the use of the Internet latory issues, and businesseets.
for real-time fax, voice, and video  The core concept of the Consortium
transmissions. The think tank, basedis interoperabilitythe ability for
at MIT, is called the Internet applications and services to work
Telephony Interoperability between systems.

Consortium, or ITI. Interoperability will be best under
“No one is really sure right now
how this technology will be regulat

ed or what financial model will be
used,” said Lee McKnight, who is
principal investigator for the
Consortium and Associate Director
for Research and Management at infrastructure investment related to
MIT’ s Research Program on the deployment of voice services
Communications Policy (RPCP). “Soover the Internet, innovation strate
the idea behind ITI is to bring peoplegies, and load management.
from different industries and back Specifically the research focus of
grounds together to remove the barrithe project is divided into five areas:
ers to growth of Internet telephony « To work with research partners
and multimedia businesses by develto enable interoperability among
oping unbiased and supportable Internet telephony applications.
information and technology * To collaborate with member

The growing list of Consortium companies to explore the opportuni
members includes such diverse eomties for increasing interoperability
panies as Sprint, Nokia, U.S. between the Internet and the public
Robotics, Lucent &chnologies,
Mediatrix, \bcalTec, Telia,

Subscribe FREE online at www.ctimag.com

Netspeak, Natural MicroSystems,
Telecom lItalia, and American
Communication Services, Inc.,
(ACSI). The Consortium incorpo
rates work on a range of issues-pre
sented by Internet telephgrigiclud
ing pricing of reliable services, regu

the intersection of telecommunica

to address the critical technical and
politico-economic factors #dcting

switched telephone network (PSTN).
* To perform economic analyses ofdefinition PTC-9000 camera.

the deployment of voice services
over the Internet including: cost
evaluation, pricing, and yield man
agement models for the tfiaforigi-
nating from Internet telephony and
related services.

 To perform studies of Internet
telephony regulatory issues.

* To use this information to devel
op new business models and assess
adaptations of old business models
(this analysis includes assessing
information to aid decisions for

stood, McKnight said, by researchingnfrastructure development).

To learn more about the ITI, visit

tions services and enhanced Internethe ITI Web site at
services. The Consortium also planshttp://itel.mit.edu/. This site includes

meeting overheads, articles, and
links to networking standards, phone
software, and news.

Housed within MITS Center for
Technology Policy, and Industrial
Development, the RPCP has its
foundation in communications peli
cy, from its work with high-defini
tion television to research on Internet
economics. The Program comprises
researchers from such diverse back
grounds as management, engineer
ing, and economics. Along with the
formation of the ITI, a recent success
for the program has been the devel
opment of the MIT-Polaroid high-
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the focus is on the ability of the Internecompared with over $1 per minutecHQOW DOES IT
to deliver “cheap” long-distance.through the PSTN. For internationalD]FFER FROM CTI?
Advocates of this view promote “phonecalls, Internet telephony canferf cus Another way of phrasing this ques
gateways” which allow Internet tele tomers considerable savings. Whilgjon is, “What does the Internet enable
phony calls to be placed and receivedome ague that this is simply an afbi that is not possible with computer tele
with regular telephones. The primarytrage opportunity it can represent aphony alone?” One obvious answer is
market is for international long-dis legitimate business plan in some casefhat CTI applications on dérent
tance, which is likely to see some type Probably the key resource needed t®omputers across the world can talk to
of regulation. (Service examples: IBT" enter the service market for consumersach other This makes possible a
Net-to-phone, GXC, Delta3, andwill be regulatory finesse. The businesglobal voice mail network similar to
AlphaNet; hardware/software exam market may not have the regulatorfhe global e-mail system. Another
ples: telephony gateways.) problems, but it is questionable whethefechnology enabled by the Internet is
3. The \alue-Added For Computers the quality of Internet telephony will be muitimedia conferencing and all the
View: This view focuses on the multi adequate for many businesses (excegpplications it brings. A third diér-
media potential of Internet telephonythose on private Intranets). For yearssnce is a concept | developed in my
with a computer as the user interfacélicom has been providing businessefesearch on Internet telephony: the
(with telephone) providing with private networks the ability to |nternet candecouple CTI software
audio/data/video conferencing, white combine their voice and data network$rom hardware, meaning that software
boards, and application sharingto cut costs. IT only makes this easiefynning anywhere on the Internet
Advocates emphasize that the Internethile also adding advantages of intercould provide CTI services.
provides options for functionality thatoperability with the Internet.
are unavailable through telephony alone. For many the value-added-for-com DEVELOPMENT OF IT
In this camp, functionality overshadowsputers view has the most appeal. It has One may wonder why there has
issues such as cost or portabilityall the ingredients of a high-potentialbeen so much hype about Internet-ele
(Examples: Microsofs NeMeeting, marketplace: the opportunity to providephony To look past the hype and put
VocalTec’s Conference, Netscape’ obvious value, a clear business focusnternet telephony in perspective, it
CoolTalk.) the potential for high mgms, etc. It helps to remember that people often
4. The Value-Added For Telephony seems to be the perfect market —everestimate the potential for change
View: This is similar to the previous except for one major problem:over the short term and underestimate
view, except that it focuses on the teleMicrosoft has clearly tgeted multime  its potential over the long term. While
phone as the user interface because dia conferencing as a prioritwith the Internet telephony may not be much
its ubiquity portability and low termi release of its free client, NetMeetingnow, in the long term it has the poten
nal cost. Services might include2.0, Microsoft will have the lead in tial to revolutionize both CTI and the
Internet-enabled voice mail, linking thefunctionality Netscape, IBM/Lotus, PSTN. All the same, Internet telepho
Web and e-mail to telephones, and-posind Intel all are also focused on thisiy still requires major developments
sibly providing speech recognitionmarket, and there are already over twbefore it can begin to reach its poten
through the Internet. Future serviceslozen other clients currently availabletial. Some of issues faced by IT
might include server-side support forThe conclusion: while this market mayinclude:
personal digital assistants. (Examplesave the most potential, major players 1. Regulation. Americas Carriers
VocalTec’'s Gateway Netspeaks have already recognized the opportuniTelecommunications Association
gateway Web-to-Phone, e-mail ty and are likely to capture the value(ACTA), a lobbying group for long-dis
readers, etc.) which suggests other players shoulthnce resellers, filed a petition request
focus on secondary products (compating the Federal Communications
WHERE 1S THE OPPORTUNITY? ble with those of market leaders) or orCommission (FCC) to ban IT software.

Now that diferent views of the mar providing services. While the FCC chairman has given
ket are clearthe next question becomes The final area — providing value- strong signals that the FCC will not act
“Who can make money and where?added telephony — might hold theon the petition, other regulatory issues

While this question has no easy answemost potential for the CTI industry still exist, such as access cpes.
a few generalizations can be made?layers in this market will need anComputer-to-computer IT calls are the
Clearly, the “hobbyist” view is a limit understanding of the telephgngom least likely to be regulated, while
ed opportunityand with Microsoft and puter and networking/Internet indus phone-to-phone IT calls might see +eg
Netscape giving away their Internetries. Those in CTI already understandilation, especially if they use the PSTN
telephony clients, this market does natelephony and computers, which idor the local loop. The main deterrent to
have much appeal. likely to give them an advantage ovelT development is the prospect that
While many have ignored the talk-other entrants. One key obstacle is thdtiture regulation will be unfavorable to
for-free view it is likely to have poten some CTI professionals still view CTlInternet telephonyThe uncertainty is
tial in some areas. My own research ah terms of call centers and voicediscouraging investment.
MIT has shown that the average priceesponse applications, which is a limit 2. Interoperability. While it appears
in the United States for an Internet teleed view of the potential that thethat there is industry consensus on
phony call is $.03 cents per minute, almternet brings. H.323, interoperability remains an
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issue. H.323 leaves many points unrdcantly in capacityAs capacity grows, issues unresolved, the business -mar
solved, so Internet telephony softwaraso will reliability. It is likely that inter ket will likely find reliable QoS limi
providers have formed a group calledhational lines will represent a key boted to private Intranets — at least for
VoIP to resolve short-term issues. Thédeneck. the next couple of yearblonetheless,
Internet Elephony Consortium at MIT 5. New Pricing For Reliable QoS. the long-term décts of Internet tele
will do research on long-term interop Before reliable quality of service (QoS)phony could bring dramatic changes
erability issues, and input that researcprotocols like RSVP can be deployed, &0 the CTI industry Thus, keeping
into the IETF new pricing mechanism needs to beurrent on developments in Internet
3. Reliable QoS On The Internet. developed. Itis important to distinguishtelephony will be an abiding concern
Routers enabled for a new protocothis issue from the debate over flat-ratéo CTI.
called RSVP are currently in produc versus usage base pricing over existing
tion, and should be commerciallyprotocols. Research in this area is one Andrew Sears is aeseacher at
available soon. These routers will proof the key goals of MIB Internet MIT’s Internet €lephony Conséium

vide a mechanism for reliable QoS oTelephony Consortium. (http://itel.mit.edu), and helped initiate
the Internet, but it will take some time the consaium. He can beeached at
until they are widely deployed. It isUSING IT WITH CTI asears@mit.edu or (617) 225-7129.

likely that they will be used in private So, should you wait for the definitive
Intranets before they are used in theesolution of all of these developments For information about free subscriptions, call
public Internet. Researchers in M§T’ before you integrate the Internet int@ur customer service department at 800-243-
Internet Elephony Consortium wereyour CTI system? No! None of the6002 (toll free) or 203-852-6800, or visit our
key in the development of the RSVPabove issues needs to be resolved farb site at www.ctimag.com. Contact the pub-
standard. many Internet telephony applicationslisher, Richard Tehrani, or the editor, Kevin M.
4. Internet Growth. If the Internet is especially those which do not requirevayer, with questions or comments about CT/ ™
to handle a laye volume of telephony real-time QoS. E-mail (addressed to rtehrani@tmcnet.com or
traffic, then it will need to grow signif ~ As matters now stand, with thesemayer@tmecnet.com) is always welcome. m
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BY VICKI FULLER,
SIEMENS BUSINESS
COMMUNICATION
SYSTEMS, INC.

ISDN GETS DOWN

ncreasingly, small businesses and home-office “solo

entrepreneurs” are turning to ISDN (Integrated Subscriber

Digital Network) to satisfy their office telecommunica-

tions needs without resorting to patchwork systems of
multiple (and incompatible) phones, fax machines, answer-
ing machines, and Internet-access vehicles, and the associat-
ed tangled mess of cabling and wires. These businesses, in
addition to taking advantage of the obvious speed benefits
of ISDN, are enjoying the benefits of digitally integrated
video, voice, and data. The digitization of voice and video is
contributing to the proliferation of ISDN, and has allowed
ISDN to begin delivering on its promise of unifying data

streams in a hassle-free, cost-efficient environment.

ISDN. A single BRI line has two 64-
kbps bearer (B) channels and a 16-kbps

Smaller businesses usually opt for
A the Basic Rate Interface (BRI) form of

all Office

signaling (D) channel that can transfer

= digitized inf ti t d t
Approach From Siemens 128 Kbps. An ISDN-equipped small

office provides Internet or Intranet file

iemens OfficePoint is an ISDN

BRI NI1 system designed for 2
to 16 lines. Now compatible with
all central office switches in the
metropolitan United States,
OfficePoint connects up to four
ISDN devices, such as PC cards,

office to use instant-connecting dig- transfer that’s 5 to 10 times faster than
ital voice, high-speed data, and ana- the current 28.8-kbps dial-up modem.
log applications simultaneously. What costs might a business
Users save on monthly line charges encounter with BRI? A single BRI con-
by reducing the number of central nection that accommodates two stan-
office lines needed:; a flexible num- dard analog telephone lines as well as
bering system allows up to 24 indi- the digital link to the Internet is billed

network bridges/routers, Group IV vidual numbers on one system. (by Pacific Telephone, for example) at
fax machines, and videoconferenc- Four analog interfaces in the very little more than two standard ana-
ing applications without separate  OfficePoint system handle Group log lines. A relatively inexpensive
NT1 adapters. Its automatic band- [l fax machines, answering ($300-400) terminal adapter (TA) con-
width allocation allows a small machines, and cordless phones. nects computer and analog lines to the
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TO (SMALL)-BUSINESS

ISDN line. One phone line is typically of analog plug-ins for a fax and anof system enables powerful, costeef
dedicated to a fax setup and the other inswering machine should &oé. tive ISDN applications.
a voice phone and answering machine. But in a group where 5 to 20 or more By plugging a high-speed ISDN data
people work together (such as in a medine into a computerthe small business
THE DIGITAL SMALL OFFICE ical office or the local dfce of a lager office can implement commonly used
In any ISDN setup, aAlis required enterprise), ISDN can provide a widecomputer-telephony applications, includ
to take the analog output of fice range of services when it arrives at &g screen pop, where the incoming auto
equipment and digitize it for high-speedow-cost switch integrated with theAT matic-number identification (ANI) trig
transmission across the ISDN line comand NT1. It becomes most costeef gers a database lookup and brings up a
ing from the telephone companyhis tive when three BRI lines are connectcallers record during the first ring, and
device, generally called an ISDNed to the switch. There are now systemsomputer-assisted dial-out.
modem, together with a network-termi on the market dééred by major U.S. But when the ISDN modem is cou
nation device (NT1) to terminate themanufacturers that help small-businessled with a PBX switch, a new set of
ISDN line safely are the only new users achieve the kind of speed andptions arrive. Familiar PBX features,
telecommunications equipment normalflexibility usually associated with a such as call forwarding, conferencing,
ly required to connect to an ISDN <ir corporate headquarters, with its PBXamping on, following, and distinctive
cuit. If the line is dedicated to a singleand mainframe database.itiiVdigital ringing are available at every desk that
function or if there is only one persontelephone sets on up to sixteen deskbas one of the system'digital tele
working in the ofice, a simple device four fax lines, and four lines dedicatecphones. Weoconferencing can be
with TA and NT1 in a box with a coupleto computer—data connections, this sorhstalled and used by anyone.
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The key benefits of ISDN for smallno need for an operator; everyonéhe master phone set. Connection setup
business dice telephony almost all answers their own phone or forwardss immediate. Caller ID transmission is
relate to speed and convenience. Ontheir own calls (or has their calls sent t@automatic. The digital phones have a
TA + NT1 switching system every tele a voice mail server). Direct inward dial point-and-click display panel for chcos
phone can have its own numbEneres ing to each station is programmable byng functions that are available during

histicated dat icati
he Personal PBX e [ s

data communications to the Internet
or a remote corporate network.

DAVID FRANKEL, JETSTREAM COMMUNICATIONS, INC. PUTEE iE17 €0 EeEre of [EDLT
advanced voice and fax call-manage

hen it comes to telecommunica e Accessing faxes remotely ment capabilities. Nevertheless, these
tions, home-dfce professionals *Having fast data links for access once overlooked features of ISDN are

no longer have to operate at a disad ing the Internet or remote corpo  now enabling the development of per

vantage to their corporatefiok coun rate LAN. sonal PBXs.

terparts. A new category of products  <Ensuring reliable and simple oper

are now available that leverage the ation. THE PERSONAL PBX

full potential of ISDN Basic Rate eKeeping communications clugs A personal PBX acts as a commu

Interface (BRI) telephone service to in control. nications hub for all the voice, fax,

provide home-dice professionals These challenges are becoming morand data communications ftiiafin a

with a set of communications capabil mainstream as the number of home- home ofice. Because ISDN supports
ities equal (or even superior) to those office professionals increases at an ~ multiple, simultaneous voice, fax,
found in most corporate fifes. These accelerating pace. Governmental man and/or data calls on a single line, a
products allow a home-based prefes dates for clean air and reducedficaf  personal PBX eliminates the need for
sional to be as productive, and appeacongestion, corporate initiatives aimed multiple phone lines. \th a Personall
as professional, as their corporate- at employee retention and reducing  PBX, a user can be on the telephone
based colleagues and competitors. costs, and initiatives on the part of and still receive a second call, send a
individuals toward greater personal  fax, or log onto the Internet.

THE MARKET freedom are all driving this trend. Typically, a personal PBX supports
Until now, home-ofice professionals a single ISDN BRI interface to the
have been forced to assemble cumberlWHEN MARKET NEED AND telephone companywo or more ana
some telecommunications environ ~ TECHNOLOGY MEET log POTS (plain old telephone service)
ments using a number of products and Just as the market for homefioé ports for connecting the userexisting
services. A typical home fide products is reaching critical mass, so telephone and fax machine, and a-seri

includes two or more telephone lines, is the acceptance of ISDN BRI resi  al communications port for connecting
multiple telephones, fax machines,  dential telephone service. Although a computer(See the accompanying
modems, answering devices, and moréSDN telephone service has been  graphic, which illustrates the typical

In addition, these products are often around for many years, it is only home ofice before and after the intro
not designed to work togethand are recently that price reductions and duction of a personal PBX.)
frequently in conflict with one another increased availability have made Some of the other unique capabili

To make matters worse, home- ISDN service a viable technology ties of ISDN that personal PBXs
office professionals have no assistantspon which to base a homefioé leverage include:

or colleagues on site to help them  product. Demand for faster Internet  Multiple Telephone Numbers:
manage their communications when access has been a key driver in the Unlike analog telephone lines, a single
they're already on the phone or out ofacceptance of ISDN. ISDN line can support up to 64 tele
the ofice. For example, no one is A few companies have recognized phone numbers. Nowa home-dfce
available to forward a critical fax to a this opportunity and have created a professional can costfettively have
hotel when they are traveling. Despitenew category of ISDN-based telecom separate telephone numbers for the
their best attempts, homefigk pro munications products designed specifvarious types of calls received, such as
fessionals still face significant cem ically for this market: the “personal  personal, business, fax, and priority
munications challenges, including:  PBX.” Unlike most ISDN-based pred Having multiple telephone numbers
*Professionally managing multiple ucts, which are designed to meet onlyallows a home-dice professional to

callers. the data-communications needs of themore efectively manage inbound calls
*Managing the priority of inbound home-ofice market, these new per  and eliminates the need for

calls. sonal PBXs leverage the full potential workaround devices such as analog
*Being selectively reachable when of ISDN BRI service to also provide voice/fax line detectors. Based on the

out of the ofice. advanced voice and fax communica telephone number dialed, a personal
*Receiving prompt notification of tions capabilities. PBX can route inbound calls to f@if-
waiting messages. Many people are familiar with the ent locations. For example, calls to a
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or before a call, and this same panel dis But the advantages of using an ISDNormance from 56-kbps leased lines for
plays the callés station numberAlso, modem/switch for the small fife are Internet and Intranet connections, indi

the phones have several bays built imost obvious in comparisons betweeridual phone lines to each desk, video
that accept optional analog modules fathe costs of going digital and the costsonferencing circuits, and the software
private lines and faxes. of getting the same general level ofperand training required.

usefs fax number are sent to the fax
machine while calls to the business
number are directed to the telephone,
and if not answered, then to voice mai
» Advanced Call HandlingPersonal
PBXs typically take advantage of the
advanced call handling features irher

ent in ISDN. These features include ca ’ .
transfer six-party conference calling,  Amakog Ling 1| % Ry

and 16-caller hold. Depending upon T [ [ =
how the personal PBX presents these | | b, Arawurng Maching .o,
call handling features to the ustrey | L 1 %}J e
can be more easily utilized than from P

many expensive digital display phones ] PSTN Lol L b { ||

Wit
available on a corporate PBX. Persong ' | o
PBXs can provide easy access ta fea e T 1

tures that let a homeffe professional e T l i Skl =
manage calls morefettively. [ ValoalEes b
e Caller ID: To further assist a =

home-ofice professional in managing
in-bound calls, personal PBXs can
take advantage of caller ID informa
tion made available through ISDN. A
personal PBX can be instructed to
route calls diflerently based on the
caller ID information provided. For
example, some personal PBXs can
automatically forward a priority caller
to the usés cell phone when they are
out of the dfice, while all other
callers are immediately forwarded to
voice mail. Fall
 Deterministic Signaling:Because || "
ISDN uses the D channel for signaling *
between a personal PBX and thetele| |
phone company’central dice, it
allows for very dicient call process
ing of advanced features, such as call
transfer and conference calling, as we
as more sophisticated applications,
such as “Find Me.” The Find Me fea
ture of some personal PBXs will auto
matically transfer certain callers to  to the line and try to interrupt the eut sonal PBX can turn communications
other telephone numbers (such as thecome of the call by what it hears (for into a true strategic advantage.
usets cellular number) when the user example, ringing, busy tone, talking).
is out of the dfce. Because ISDN David Frankel is pesident and founder
uses deterministic signaling, the per CONCLUSION of Jetsteam Communications, Inc., which
sonal PBX knows the exact outcome By leveraging ISDN for more than makes sophisticated communications
of each attempted call transfeuch as just high-speed data communicationsproducts for the home office. Jetstms
busy or ring no answegand handles  these personal PBXs make ISDN-ser products bring “corporate-level” commu
the call accordinglyThis type of ser  vice a cost-déctive solution. For nications to the home office. For reor
vice would be slow and unreliable if home-ofice professionals who rely  information, contact Jet®am at 408-
conducted with analog service where on telephone, fax, and data communi777-4333 or visit the compasy\éb site
the personal PBX would have to listencations, ISDN BRI service with a per at wwwjetsteam.comm
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THE DIGITAL ARCHITECTURE with high-quality ISDN digital phones (ISP) has installed the same kind of
There is a simple distinction betweerthat Ms. Martin says are very clear andouter that connects to wwayrinex.com
using an ISDN modem only for Internetfree from static — she and her four assmn demand; the typical &3 browser
connectivity and mating it with a digital ciates can now easily conference onever notices any dial-up delagnd it
switch. In the first instance, thefige important calls, speed dial, forwardsignificantly reduces connect-time costs.
remains essentially analog throughoug€alls, and, “Most importantly she
with a high_speed Capab|||ty for up|0ad added, “put people on hold nlcély CONCI.USION
ing and downloading files over theAccording to Ms. Martin, installation ISDN is just beginning to show its
Internet. In the second, the entirdicef  t0Ok only a day — once Nynex was abl@romise. Impediments to the progress
becomes digital. dice transmissions areto get ISDN to her location. of ISDN remain to be overcome. For
digitized as they enter the handset, rath example, some people hesitate to eom
thgn being tran);mitted as ana]og signa DN FOR AN ISDN DEVELOPER mit to ISDN because they hear it sug
to the central dice, to be digitized later  Syrinex Corporation, founded bygested that cable modems, wireless dig
Once voice or fax is digitized, it canDave Straitif in RochesterNew York, ital phones and modems, and ADSL
be switched, parked, packed, treateds & new company that has seven peopfasymmetrical digital subscriber line)
and moved around with no degradatioﬁlnd great plans for rapid growth. Mrcould make ISDN a temporary stop
through electronic gates instead of beinr%traitiff, who said he wanted “high-endalong the road to broadband nirvana.
sent through mechanical switches. Thergatures without the cost” in his phone In addition, a historical technology
are no sounds or pictures — only digitsSystem, chose aATswitch system that split between NI1 and R&T Custom,
a speeding stream of ones and zerogould integrate three BRI lines for hiscompeting standards for centraffic#
This transition from analog to digital isnew company Paying $35-40 per ISDN switches, slowed the deployment
the key to bringing point-and-click cen month per BRI, he added a fourth circuibf ISDN during a critical marketing

venience to the small fife. dedicated to the Internet; the other thregecade. Only now is it possible to request
he shares among seven people on nit®DN from virtually any Regional Bell

ISDN GETS DOWN TO digital phonesets, including one fullOperating Company (RBOC) and have

(SMALL) BUSINESS duplex speakerphone in the conferenceome degree of confidence regarding

In this section, we will briefly review room. The phone system switch givesompatible connections. On the positive
a couple of real-life ISDN implementa Syrinex full direct inward dialing, inte side, ISDN user groups, such as the
tions. Both reflect the opportunities thagrated voice mail, and remote ISDNNational ISDN Users Forum (NIUF), are
are opening up for small business agccess. The conference room is aldobbying to get all the phone companies

ISDN becomes more accessible. fully equipped for videoconferencing.on the same page and to set up universal
“These capabilities make us look as bigtandards, such as a 14-digit Service
ISDN HELP FOR H.E.L.P. as we plan to become,” said Straitif ~ Profile Identifier (SPID).

Kim Martin manages a five-person Syrinex’ mission is to create prod Pitfalls associated with acquiring
office for H.E.L.P Sublk in Yaphank, ucts for telecommuters. According tolSDN remain, howeverThere are no
New York. Ms. Martin and her fellow Mr. Straitiff, “We want to make it real standards relating to tafisf and ISDN-
counselors help the unemployed findy simple for someone working at aservice packaging varies from one
work and the homeless find shelter ifnome ofice or very small branch fife  extreme to anothelt is possible, how
this relatively rural area of Long Island.to sit down at their PC and get the feelever to find some baains in the mar
Besides counseling clients, her operang they are totally integrated with theirketplace. Vith a bit of foresight and
tion offers practical help, including acompany its databases, and all theplanning, customers are able to find
place for them to work and phones fopther people in their cubicles.” affordable ISDN service.
them to use for job and housing search Practicing what he preaches, .Mr
es. Stafand clients also share arfiogé ~ Straitiff has brought an ISDN link to his  Vicki Fuller is manager of Business
fax machine, which seems to be busfiome. When his phone rings at th@and Channel Development for Siemens
most of the time. office, his business phone at home ringBusiness Communication Systems, Inc.

Ms. Martin recently asked Interworks,at the same time; it doesmatter where The company is esponsible for
a New York ISDN installer to upgrade he is, his calls get answered as if he wefefficePoint, an ISDN BRI telephone
the ofice phone system. H.E.L.Row in the ofice. He is connected to thesystem for small offices. For neor
has four lines, three of them ISDN -cir office LAN through a remote-accessfeainformation, contact Siemens Business
cuits, and new digital handsets sittingure of his dfice switch, so even thoughCommunication Systems at 408-492-
behind a A/switch combination. By commutes in his area are no particula2000 or visit the compars/\\eb site at
using one 3-BRI connection and an-anaassle, he can take advantage of goedwvwsiemenscom.com.
log line for the fax, Ms. Martin is now ideas when they’re ready to pop, rather
able to handle incoming calls at her desthan waiting until he gets to thefiog. For information about free subscriptions, call
or program the phone to send them to On the ofice ISDN line dedicated to our customer service department at 800-243-
one of her associates when shbusy the Internet, Syrinex takes advantage @b02 (toll free) or 203-852-6800, or visit our
At the same time, the system handlethe quick-connect feature of digitalweb site at www.ctimag.com. Contact the pub-
calls for the 15-20 clients she serves oswitching by installing a dial-on-demandiisher, Richard Tehrani, or the editor, Kevin M.
an average day novH.E.L.P has 10 Cisco router at his ti€e. No need to stay Mayer, with questions or comments about CT/ ™
office desks set aside for people lookingff-hook for long periods of time. E-mail (addressed to rtehrani@tmcnet.com or
for work and housing. All are equippedLikewise, his Internet service providerkmayer@tmenet.com) is always welcome. B

84 CTI™ Vol.2(1) Subscribe FREE online at www.ctimag.com



With Us

Speak At

The ORIGINAL
Call Center Event

Technology for Call Center Solutions
Exhibition and Conference

As technology continues to
advance the productivity of
America’s call centers, business
survival demands staying ahead of
each new development. TCCS™,
the original conference on call
center solutions, is looking for
authorities on cutting-edge
technologies who can inform
attendees about the newest
concepts and latest
developments affecting
the industry in a strictly
noncommercial, “how
to” manner.

knowledge of the latest CTI,
Internet or Call Center
technologies. Our main objective
is to have speakers who take
charge of an audience and help
attendees feel some of the
excitement that is animating

this fast-moving industry.

TCCS™ SPRING 97, this
May 6-8th at the L.A.
Convention Center in
Los, Angeles, is rapidly
approaching, but there
are still speaking
opportunities available.
The Fall Show is in Atlanta
this September 16-18th.

We are specifically
interested in individuals
who have intimate

If Interested,
Please Contact Joe Charno At:
203-852-6800 ext. 162

Or Direct Your Correspondence To:

TCCS™ Conference Chairman

c/o CTI™ magazine

One Technology Plaza

Norwalk, Connecticut 06854 USA

Fax: 203-853-2845 e jcharno@tmcnet.com
www.tmcnet.com
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1997—THE YEAR |

ncreased demand for fast, high-quality con-
nections between PCs and the Internet and

BY PETER GEIER, . .
corporate Intranets raises a key question:

EICON TECHNOLOGY

CORPORATION What technology or technologies will emerge

to meet this demand? This article will focus on
the most familiar candidate — ISDN.

I e
hat About Competing Technologies?

ith the increased demand for complex standards and infrastructure a strong, two-way infrastructure to

faster access to corporate issues that need to be resolved beforéransmit large files. These companies
Intranets and the Internet, many are this technology hits the mainstream. may be reluctant to install these net-
speculating about alternatives to Experts anticipate that it will take a works since they will not have control

ISDN. Many industry pundits are few years before cable modem stan- over them.

euphoric about cable and 56-Kbps  dards are in place. While there is an  An additional concern for many
modems and ADSL. The question is, infrastructure in place for residences, users is the fact that they have to rely
will these technologies surpass ISDNmost offices are not currently wired on their cable company to provide
over the next year? Let’s take a look for cable, but rather have an Ethernetthis service. Cable companies some-

at each and compare: (or some other) LAN infrastructure. times have a difficult time keeping
Also, most of the current cable infra- their current cable service customers

Cable Modems structure is not designed for the two- happy. The question is, will users be
Cable modems are a relatively easyvay communications that cable willing to take the next leap of faith

technology to understand — users modem connectivity will require with their local cable company?

connect a cable modem to their exist-cable companies to spend millions of

ing cable television wiring, and then dollars to complete. 56-Kbps Modems

the user’s PC is connected to the By the end of the century, standards If last Fall's Comdex serves as

cable modem. Cable modem testing and end-user infrastructures will be any indication, people will continue
has been underway for over a year more secure for the cable modem  to buzz about 56K in 1997. 56K

now, and the results are fairly posi- market. At this time, when these technology takes advantage of digi-
tive. Households with cable modems issues have reached resolution, cabletal connections between many tele-
can download off the Internet at modems will be a good alternative forphone companies and their large

speeds of up to 6 Mbps, nearly four home connectivity to the Internet, butcorporate customers or Internet
times as fast as a T1 connection. not much more. Since the household Service Providers (ISPs). Major

Cable modems give users quick market is primarily interested in players in this market are making a

access to the Internet and video-on- Internet access, the current cable lot of noise in this arena. Rockwell

demand. modem infrastructure can support thehas started supplying chips for 56K
So why haven't cable modems small amount of upstream data. recently, and it is expected that

taken off yet? There are a number of Corporations, on the other hand, need.ucent, Texas Instruments, and a
8 CTI™ Vol.2 (1) Subscribe FREE online at www.ctimag.com



'FOR ISDN

To say ISDN is familiar is to
acknowledge that ISDN is not a new
technology This lack of novelty is
advantageous in several respects
ISDN works with current applications
and is backwards-compatible with ana
log modems. In addition, ISDN is
unlikely to present any unpleasant-sur
prises. In the United States, well-
known problems such as lack of wide
spread availability and di€ulty of use
are already being addressed.

few others will not be far behind.  emening, it will take time for stan ture changes to solve those problems.

Throughput over copper telephone dards to be reached. While there is a lot of potential for
lines between either the ISP or central this technologyit won't be ready for
site and the end-user connection site #DSL some time.

currently a limitation for 56K connec  Trials for this high-speed alterna

tions. Business travelers (who typical tive are starting to emge in North ~ WHY [SDN?

ly connect from a laptop in a hotel ~ America. ADSL, which stands for the ISDN is four to five times faster
room) often find that they are unable Asynchronous Digital Subscriber than the fastest current analog modem
to connect at 20K. Usuallthey end  Line specification, uses the common and always provides users with full
up connecting at closer to 10K. The telephone wiring found in todas/’ speed without speed-negotiation and
problem is that throughout the United offices and residences. ADSL fallback. There is instantaneous eon
States, copper wires used in our-cur modems connect directly to a net nection within milliseconds, unlike
rent telephony system cannot handle work, serving as a viable solution to the near minute required for analog
high-speed connectivitidditionally,  direct all of a LAN5S TCP/IP trdic to connections. ISDN is the only tech
current wiring within hotels does not the Internet. The speeds are also nology that already has worldwide
allow 56K modems to talk to each  rather impressive, and this “ISDN on approval and deployment.

other without special digital equip steroids” has been clocked at nearly  Applications exist today that are
ment on the server side (for example, 9Mbps for downloads over a distanceideal for ISDN, and there are many

a T1 connection). of 12,000 feet of 24-gauge telephone more on the horizon. Only ISDN has
High-speed analog connections willcable. backwards compatibility to the analog
not work until service providers Similar to cable modems, standardsvorld, meaning ISDN-connected

upgrade their equipment to provide issues will prevent ADSL from mak devices can communicate with analog
56K connections. In order for 56K ing it onto the market in full force for modems and devices.iiVthe imple
speeds to be reached, the ISP or cena few years. And similar to 56K, the mentation of EZ-ISDN and the recent
tral site must have a digital conrec  quality of copper telephony lines in initiatives taken by long-distance ear
tion (such as a T1 or ISDN PRI con the United States will prevent ADSL riers, ISDN is a technology which is
nection) to the carrieSince the cur  from reaching its full speed potential. about to take éf Additionally, initia-
rent phone lines have noise filters ~ ADSL will require expensive tives from the NIUF (National ISDN
which limit bandwidth, many think  improvements for the current telepho User Forum) and VIA (¥ndors ISDN
that 56K over copper lines will never ny cabling system. Keep in mind that Association) will significantly impact
be reached. Also, since there are a this technology has distance limita the acceptance of ISDN in the United
number of diferent implementations tions, and it will involve infrastruc Statesm
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To get a picture of ISDI¥’ future, it will be so bold as to claim that 1997nationwide ISDN service. While indi
helps to look abroad. In Germam$DN  will be the year for ISDN. Here are ourviduals and small ganizations could

lines are already cheaper than analggredictions: sometimes get ISDN from the RBOCs,
phone lines, and almost all switches are large companies that had to deal with
ISDN-compatible. In Japan, ISDN isPREDICTION 1: RBOCS multiple phone companies to set up and
available at public telephone boothsAND CARRIERS WILL EASE maintain ISDN service were left eager
allowing users to simply plug in their INPLEMENTATION OF ISDN ly awaiting developments that would
laptop to connect to ISDN service. AT&T, MCI, and Sprint are now fully enable a nationwide implementation of

In this article, we make the case thatommitted to ISDN service, and locallSDN.

ISDN will soon enjoy wide-scale phone companies are starting to aggres The long-distance carriers are
implementation in North America. sively roll out the service to meet aaggressively pursuing the ISDN mar
Already, prices are falling and avail wider end-user base. Before th&et. AT&T, for example, recently
ability is growing. The growth of new Telecom Reform Act of 1996, theannounced that they have implemented
applications — distributed networks,Regional Bell Operating Companiesa new service that allows users to bun
Java applets, linked and embeddef(RBOCSs) were unable to provide serdle ISDN chages into their regular
objects, and multimedia — will further vice outside of their regions. This segtelephone bills. A&T can now allow
drive widespread adoption. Indeed, wenented model hindered the creation of ESEDN chages to be included with ser

rimary Rate Network Access ed Aculab, Dialogic, Natural

MicroSystems, Pika, and Xircom.

Prices dropped throughout 1996, but

) ) ) competition has, interestingly enough,

BY JOANNE SKERRY, ACULAB interface variants. E1 is the standardspawned digital-access devices with

for most of the world. T1 is used much h|gher density per board.

rimary rate access (PRI) — the Only in Japan, Hong Kong, and the  Natural MicroSystems and Aculab sell
foundation of fast, clean telepho United States. _ a 2-port E1/T1 board fefring devel

ny systems for laye oganizations ~_ T1is the older connection. Atthe  gpers up to 60 channels of ISDN in a

— is capable of delivering band  time of its inception (the 1960s), engi  single, space-saving PC slot.

width-on-demand and multipoint ~ neers could only get 23 channels of  pjalogic’s acquisition of Dianatel

termination, and of mixing voice  Voice and data. A later creation, E1,  gave them access to one of the first 4

and data on a single call. PRI also delivers 30 channels with signaling  port E1/T1 boards.

offers business-critical features suchnformation carried in packet switch Vendors are also combining

as caller line identification and mode on two additional channels. (T1 speech-processing functions with

direct inward dialing information. ~ carries the same information on a singlgheir core access devices tdenf

So, why would anyone hesitate to  channel.) A variant of T1 — robbed bit complete ofthe-shelf computer-tele

take advantage of PRI? — is able to deliver a full 24 channels, phony (CT) components. At present,
Network access via PRI can be because signaling information is spreag js possible to obtain platforms
daunting. ISDN developed in a across all the channels. E1 is often  enabling pulse detection, replay eon

piecemeal fashion and accumulated "eferred to as 30B + 2D, and T1 as 23RByo|, and call-progress analysis. In
its share of bewildering jgon. As ~ *+ D. The letter B indicates a bearer  addition, some platforms fefr

David Angell, the author afSDN channel, while D indicates the transmisspeech recognition, pulse and tone
For Dummieswrites, “We're a long ~ Sion of signaling data. detection, record/replapnd matrix
way from plug and play Still, the conferencing. ¥ndors plan to release
road ahead for ISDN looks bright.  [SDN BOARD VENDORS further DSP features — promising

Soon, developers will have access to Once, only a handful of companies integrated functionality that would
all the elements that a mature indus manufactured these boardeday as have been unimaginable just two
try offers: high-densityhighly func  vendors move toward selling all the years ago.

tional components; third-party cem components needed to assemble com

patibility; and far-reaching stan plete telephony solutions (all that is  KEY FEATURES

dards. needed to benefit from ISDN is a net * Support For Multiple ISDN
work-access board and a computer), Protocols A core consideration when
T1 AND E1 INTERFACES the digital-access market is becomingchoosing network-access products is
Perhaps the first thing to under  crowded and competitive. the number of ISDN protocols that the

stand about ISDN, is the worldwide  Last yearthe list of vendors ér- manufacturer supportse¥another
separation between E1 and T1 digitaing native E1 and T1 products includ reason why ISDN can be a thorny

8 CTI™ Vol.2 (1) Subscribe FREE online at www.ctimag.com



vices to link telephone systems at muleasier for users to get the service.  Microsoft has moved most ISDN pro
tiple corporate sites. itf this new ser Previously fees, connect chges, tocol support from hardware to the
vice offering, AT&T predicts that cus and interface issues prevented thenderlying Whdows operating system,
tomers can anticipate a savings of up tgrowth of the ISDN market. The indus thereby improving interoperability
30 percent on their ISDN service. try is working to develop ways to workbetween ISDN cards.

With the passage of theelBcom around these issues. For example, in Bellcore has implemented a certifica
Reform Act, the local phone companyl996, Microsoft facilitated ISDN setuption program calledEZ-ISDN. This
will no longer be the only provider of by introducing two initiatives: program allows both voice and data on
ISDN in town. Long-distance providers 1. The Get ISDN Program, whichan ISDN line plus a range of advanced
and local phone companies will beallows a usés Windows 95 machine to telephony features, such as call waiting,
competing for customers. properly configure the ISDN line. for ISDN. In addition to simplifying the

Like other services, ISDN will ben 2. The Accelerator Pack, which sig ordering proces&Z-ISDN gives users
efit from the competitive environmentnificantly improves ease-of-use forand RBOCs a hit more flexibility about
that is now developing across thdnternet access over ISDN forhow to set up ISDN lines as compared
country Businesses now have a choic&indows 95 users. to inter-ofice channel (I0OC) compati
in selecting a provider for their ISDN By simplifying driver development bility. Designed for the mass market,
service, which will, in turn, make it for ISDN hardware manufacturers,EZ-ISDN is already supported by sev

NETWORK ACCESS CARD

control standards and to be seen as
connecting in an open manner with
third-party products. The next 18
months will test these claims.
Proposals for a new super bus could
end the war between MVIP and the
SCbus, while switch manufacturers
are attempting to simplify the ISDN

subject: there are more than 4(feti
ent worldwide ISDN protocols, most
of which are in a state of fluxoT
develop CT applications that sell into
a global market, it is essential that
developers choose a network-access
manufacturer that has diligently
researched, applied, and tested the
protocols of a wide range of countries jigsaw by promoting Euro ISDN as

« Availability Of Generic APIs the de facto E1 standard.
Another feature that allows interna AP] LIBRARY The PTTS (Post, €lephone, and
tional application developers to sell GENERICARI Telegraph administration) commit
faster is a generic application pro ment to push out additional ISDN
gramming interface (API), which supplementary services will continue
shields application developers from APPLICATION to promote ISDN and reinforce the
very complex, low-level signaling business benefits of a digital service.
tasks. Put simplyall that is necessary These changes wdrmhake network
is to program to the API to ensure access plug-and-platut they will
that the application is readily portable Tt o Kes t e g confirm it as the basis of a thriving
across national and international-sig [l i i le = t=le I o it =i =1 s computer-telephony industry

PROTOCOL SPECIFIC

COMMON DRIVER

OPERATING
 SYSTEM

naling systems (see figure). solution, use of common drivers

e Compliance Vith Telephony Bus  BelleRe (=[S g o\ LT NGl s K o) Aculab Ltd. was formed in 1978 to
Standards For maximum market bridge the technical gaps associ- undetake custom design and manu
application, it makes sense to create JELCERTANURISERET RS E facturing in the pofessional audio
applications on network-access prod field. Today Aculab designs and @r
ucts that do not lock developers into MVIP-compatible components or duces intelligent E1/ISDN cds sup

one type of busA bus is needed to  board-level products for resale world porting national and international
convey call information throughout  wide. The SChus was developed by signaling systems. During 1996,
the PC — to speech boards or pulse Dialogic and is now part of the SCSA Aculab intoduced an enhanced E1

dialing boards, for example.) architecture, which replaces the older card with SCbus suppgrwith T1
There are three bus standards: PEB standard. versions for Nath America, Hong

MVIP (Multi-Vendor Integration Kong, and Japan. An API-compatible

Protocol), the SCbus, and PEB (PCMISDN’S FUTURE 4-port Basic Rate (BRI) carwas

Expansion Bus). MVIP was initiated ~ What of the future? Primary rate  also released, mviding both T inter
in 1990 by Natural MicroSystems to network access is (like computer tele face (central office exchange facing)
aid the fusion of computers and tele phony as a whole) a young industry and S interface (terminal facing)
phony Today there are more than 175Vendors are desperately struggling tocapabilities.m
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eral RBOCs, including Ameritech, Bell
South, and NYNEX.

PREDICTION 2: THE COSTS FOR
ISDN WILL DECLINE DRAMATICALLY
This isnt much of a prediction, for
we are already seeing lower costs. |
early 1996, prices for an ISDN inter
face card averaged around $400; tod
they’re under $200. These prices wil
continue to fall. In Germanyor exam
ple, simple ISDN interface cards starpeople are asking if the lower costsnedium would ever take ofNow, CD
at around $100. will increase adoption in the Unitedplayers are everywhere, and the cost is
ISDN will be less expensive to setStates. A similar situation arose whemnder $200. Lower costs of equipment
up, the equipment will be less expenPhilips was developing CDs. Backincreased adoption of the technology
sive to own, and the feirt to connect then, when the equipment was nearlipecreasing prices for ISDN carfexdt
will be transparent to the usemMany $2000, hardly anyone believed theéhe connectivity market the same way

will be less expensive
I D Nto set up, the equipment
will be less expensive to

own, and the effort to connect will be
transparent to the user.

9 CTI™

ISDN Hate To Get It, But Love To Have It...

BY STEVEN OSSANDON,
INTERWORKS SYSTEMS

SDN has eceved so nuch bad

press thareades mg be unavare
of how strong ISDN has become
While the tebnology can still be dif
ficult to implement]JSDN has
matured It is alread delivering reli-
able gpplications and inoeased ease
of use

Mary atticles on the subject of
ISDN have pointed out the @istration
associged with odeling it and setting
it up for practical useNonetheless,
these ngative gpraisals ag often
accompaniedyadmissions thanoth
ing else is a@ailable tha can compete
with ISDN, and tha ISDN will prob-
ably remain unballenged for some

process. N& standads ae being
implemented (NI-2NI-3) tha male
ISDN implement&ion more akin to
installing PA'S (plain old telphone
sewice).

The Intenet,without questionis
the caalyst pushing ISDN marfac
turers and telphone companies to
advance this tenology. For suring
the Intenet,ISDN is curently the
best svitched sevice available.

| recenty had a ward sale ér the
pile of modems | had accwiated
over the ass in a \ain seach for
one thadid not causex@éreme fus
tration. | have yet to see a tie 28.8-
kbps connection. It is alys some
thing lessAnd, for some easondis-
connects thiaoccur halfvay through
file transkrs ae considezd nomal.

time to come Since these admissions ISDN always connects quidy and

are often made idgngly, just bebre
the aticles end| fear tha casual
reades miss themand gt the
impression thaeven the gperts ae
confused g and la& faith in ISDN

| have dealt with ISDN dér several
years and hee witnessed @madic
changes. Not long go, obtaining
ISDN was a lrden. Nonetheless,
ISDN contirues to poliferate, and the
phone companies @making a
noticedle effort to simplify the

Vol. 2 (1)

stays connected until | amead/ to
hang up the line

Although the Intemet has been a
big diiver for ISDN deloyment,it
represents oyl a small piece of het
ISDN has to der. LAN bridging,
voice sevices,videoconérencing
and X.25 mesgang really exploit the
value of ISDN This aticle will pro-
vide the eader with someeal-world

office, telecomnuting, and coporate
voice and d&a netvorks.

INSTALLING ISDN

Terminal Adapters

By now there ae well over a hun
dred mawnifactuers of teminal
adaters, with the pice of their pod-
ucts angng from $168 to wer $500.
If your requitements a for connect
ing to the Intemet,for ebout $400 pu
can pid& up a popular mduct flom
Motorola. Since it s one of theirfst
products of its kind to hit the stet,
mary of the phone companiesear
familiar with confguring the lines —
so it works on theifst try. That is a
good indicaor of things to comeThe
day is fast proading when all
ISDN lines work on the irst try!

Many companies nwe offer intenal
cards tha sell for under $200. Some
are realWindows 95 plug-and-pha
using thewin95 dial-up adpter.
(Ched the MicrosoftWeb site br
Win95-tested adsters.) | use one tha
includes aix softvare. The almost
instantaneous connection th&DN
provides is a @st impovement oer
anala@ dialing However, increased
speed has its assoigd costs. ér

applications and tips on installing and those of yu thinking hav much faster

using ISDN aseagards the home

you can @ using all 128Kremember
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decreasing costs of CD equipmentext, voice, and video gives rise toembedding (OLE), distributed Java
affected the audio market. speed demands that only digital comapplets, and the use of the network
munications, such as ISDN, can satisf)computer will put additional strain on
PREDICTION 3: APPLICATIONS In terms of productivityusing analog the current communications infrastruc
WILL DRIVE THE SHIFT TO ISDN  connections with multimedia is theture. Many companies have neither the
With the shift from analog to digital equivalent of “throwing sand in thetime nor the patience to wait forTA
communications, we are witnessing thgears.” Additionally with decreasing to come to the desktop. By the end of
growth of next-generation applicationscosts for ISDN, you can expect that thd997, lower costs and new technologies
and the demands these applicationsost of equipment for high-quality mul will allow ISDN to be fully multime

make on existing networks will timedia to the desktop will decline.dia-enabled.
demand next-generation connectivitySome analysts predict that multimedia

The ultimate success of these applicdSDN cards will range in price from Videoconferencing
tions will be driven by high-speed dig $400 to $500 by the end of 1997.

ital communications.

Multimedia

Next-Generation Applications

Besides multimedia, next-generatiorencing — may come sooner than you

The next big application for note

book and desktop computing — inte

grated, abrdable desktop videoconfer

The integration of graphics, dataapplications such as object linking andhink. Microsoft, with the functionality

the call costs twice asudh with

mary phone companiealso, your
Intemet sevice piovider or the ery
site you ae accessing can s\oyou
down because of &ffic congestion.

| suggest tying 56K/64K (asyn
chronous/synbronous).This arange-
ment should pve saisfactor, espe
cially if you ae coming fom the
world of modems. If pu plan to
transkr files on a egular basisespe
cially video or gaphics,you will
want to use a pduct thais cgable
of compeessing dt. dist be su the
host is using the same corepsion
algorithm.

The moe epensve adpters (some
of them ae just tha— mor pen
sive!), are suited ér videoconérenc
ing, and some ige you low- and
high-speed padet-svitched déa
cgpabilities (X.25 on the D or Blean
nel). For X.25 ISDN gplications
developmentyou can puthase a
Visual Basic ad-on to cede messg
ing systemser the D bannel with
out using B bannels.

Remote call centergants and @d
it-card authoization ae among the
most popular pplicaions. In adli-
tion, ISDN is suitdle for mary appli-
cétions tha are not bandidth-hun
gry, or ale not time-citical. Order
processinggroup stiedule synlaro-
nization, messge-waiting indicdors,
mail, secuity, and saéty systems ar
a few examples.
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*Voice EKTS
*56K Data
+28.8 modem

*Fax

“Voice Mail Configuration A

R5-232

*Voice EKTS
*64/128K Data
*Fax

*Video Conferencing

Configuration B

Figure 1. Two ISDN workstation
configurations suitable for

telecommuting and the
home office.

My compaly has seeral full-time
telecomnuters who ciede software
applicaions and povide suppar.
They all use Siemens ISDNmksta
tions tha are telgphones with 56K
asyntironous d&a adpters thd con
nect to comranicaion potts on their
PCs. It sets up eagilusingWin95
dial-up adaters for Intemet access
and PCAnywhetre for remote conul
of customes’ PCs.The eal bendf of
this type of deice is the wice-han
dling caability provided by ISDN.
The emplgees can handle the calls
simultaneousf and can @nser bak
and prth to the ofice as vell to eat
other on a single Brannel,all while
maintaining a 56K da connection.
There ae maly terminal adgters tha

include an outletdr a telphone but
they do not necessidy offer ISDN
voice-handling éaures. Some man
factuers ae planning adaters tha
incomporate those éaures,but | have
yet to see an

BRI Bridges/Routers

An ideal solution ér small lusi
nessesbrand offices,or even home
offices,BRI bridges and eutels come
in a \ariety of pakages.They can
produce cost sangs over teminal
adaters when connecting te or
more workstaions. Povisioning the
ISDN for these déces is similar to
that for teminal devices,and will not
requite confguration changes when
you migate from teminal adaters.
The pice tag will set you ba& $600
to $2,000depending on the coitfu-
ration and sophistidan required
Continued on pge 92
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in ActiveX and NetMeeting, has madecomputing, there is increased demand f@ther Applications
implementing desktop videoconferencfaster simplified access to mission-citi
ing as simple as buying a low-costal data. Companies are looking for nevalso generate support for several new
and easier ways to extend services frompplications. Although these applica
Increased demand for high-qualitytheir central site to remote locationstions probably wort’ drive the initial
low-cost videoconferencing will rein Thus, telecommuting and remote comshift to ISDN, they will help ISDN
force the shift to ISDN. Currentlthe puting also support the movementlourish once it becomes widely avall
installed base of desktop videoconfertoward ISDN communication.
encing units numbers nearly 200,000. Utilizing two ISDN B channels, publishing industry stand to achieve
With the H.323 standard bringing high-remote users and telecommuters wilbig savings by utilizing ISDN to trans
quality video to a reasonable priceget a sense of being in thefioE mit large pre-print files to print shops.
point, the market for desktop videoeconwhen connecting to the corporate-netAnother example: ISDN will enable
ferencing could exceed 10 million unitswork. Since ISDN requires less timehigh-resolution, high-bandwidth appli
before the end of 1998. Some analyst® establish a connection than analogations such as telemedicine.
predict that ISDN will connect at leastmodems do, users need only be con The retail and banking industries
nected when data is being transmitcan use ISDN for instantaneous credit
ted. This advantage can translate tapprovals. ®day when customers

video camera.

1.5 million of these units.

Remote Accessélecommuting

lower connect-time chges for ISDN

With the growing popularity of remote users.

Widespread availability of ISDN will

able. As an example, companies in the

initiate a credit card purchase, the
approval process takes nearly a

Continued fom paye 91

Once gain, the cost of a péicular
product does not necesggrmean yu
are cetting the functionality to nieh.
This maket is still emeging, and pic-
ing for equvalent poducts \aries
gredly.

One of the most commorpglica
tions to dé& has been taeplace the
56K circuits used dr remote bidges.
ISDN lowers line costs and pvides
greaer bandvidth without haing to
resot to an &pensve T1. Mary of
these outers ae installed as b&aps
to T1 lines.They automdically
reroute the taffic if the T1 connee
tion fails.

We have installed outers in enter
prise netvorks for disasterecovery
configurations designed to dict tiaf-
fic around cental communicaions
centes. When the host site totall
fails,a ba&up site @es onlineand
the ISDN outess dial it up without
making undue demands of neik
administators. Onl a svitched-daa
sewice can povide thd type of
advantage.

Feaures sub as spoahg arwe very
popular with NetVdre uses, since
spoofng eliminges potocol noise
tha eds up bandidth. The outers
leam which network broadcasts need
to go over the ISDN lingkeep all
IPX (Intemet pa&et exchange) over-
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head localand theeby reduce the
cost of line usge.

USING ISDN

Telecommuting

With telecomnuiting on theise,
mary manaers ae looking br ways
to manae line usge and ensurtha
remote vorkers ae being poductive.
Time of dg and fltering ae two fea
tures thé address these conaes. Time
of day resticts uses’ access to the line
to working hous only, eliminaing
personal use dimg nonworking hous
or use ly unsupevised amily mem
bers. Some prducts will let yu pio-
gram the outer to dial a dfferent
number & a diferent time of dg
Companies sometimesant to hock
user access to the Intet though the
compary connection dung off hours,
but will allow telecomnuters to use
the PC andauter to access an I1Serf
personal useHltering can estict spe
cific gpplicaion pots, sud as allav-

Two typical conigurations for ISDN
workstdions ae shevn in Fgure 1.
The coniguration in the top panel uses
a wice/fax modem (na included in
most nev PCs) with an ISDN wrksta
tion providing an analg pott and an
RS-232 commnicaions cédle to a PC
com pot. This is the easiest intade
to set up and us&he coniguration in
the bottom panel uses an imtal ter
minal adpter tha connects to an
ISDN workstéion over an S/T inter
face The teminal adgter suppds
128K, fax, and videoThis confgura-
tion requires an aditional SPID
which is not \et available if you ae in
a Nottel DMS cental office switch.

Small Ofiice Home Ofice

The SOHO méet, while offering
integrators a lage customer basalso
raises its wn concens. Small compa
nies cannot &brd big-dollar serice
agreementsbut require as mich suppor
as lager companiesf not moe. It is not

ing access to e-mail and to FTP to-corfinancially feasilte to send a témician

porate severs, while resticting Web
accessThese édures,in essence
allow the ISDN puter to perdrm as a
firewall.

Not only can yu use ISDNdr dda
sewvices,you can use it toundle
voice sevices taditionally found in
PBXs (call tanskr, multiple call han
dling, conferencing messaging, etc).

on evely call. It becomes imptant to
select poducts thaallow remote man
aging of the customes’netvork. Since
most poviders ae selling emote-access
products aghow, they can pesumaly
include emote-mangement cpabilities.
Our solution is a BRIauter fom
ISDN Net with 4 or 8 SNMP (simple
network man@ement potocol)-mar
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minute (most of this time is to estab will know immediately when a phone provider of connectivity solutions for
lish the analog connection). A singldine is cut. personal computers. The company
ISDN B channel could support develops, markets, and supfohaid-
300-500 credit card transactions pcEONCLUSION ware and softwa poducts for con
minute. This equates to 300-500 In 1997, both capital and operationahecting PC-based segrs, desktop PCs,
modems for establishing creditcosts for ISDN will continue to decline.and notebook PCs to corporate het
approval using analog communicationVith the proliferation of fast, reliable works, IBM host computers, and the
techniques. ISDN connections, we will finally see Internet. For moe information, contact
The \endofs ISDN Association the maturation of the concept of netEicon at 514-745-5500 or visit the com
(VIA) is working on new ways to use work-centric computing. Specifically panys Wb site at wwweicon.com.
ISDN technologyOne proposed use isISDN will allow high-quality afford-
in the home-security industrywith able, desktop-networked multimedia For information about free subscriptions, call
current home-security systems, once and videoconferencing. ISDN will our customer service department at 800-243-
telephone line is cut, there is no way fomake telecommuting and the “virtualeoo2 (toll free) or 203-852-6800, or visit our
the security company to monitor thabffice” more practical. ISDN will web site at www.ctimag.com. Contact the pub-
home or business. This problem can benable next-generation applications. lisher, Richard Tehrani, or the editor, Kevin M.
solved with an ISDN line. By using an Mayer, with questions or comments about CT/ ™

ISDN D channel, which constantly Peter Geier is ISDN marketing man E-mail (addressed to rtehrani@tmcnet.com or
polls for data, the security companyager at Eicon &chnologya worldwide kmayer@tmcnet.com) is always welcome. B

aged Ethenet pots. Combined with PC

Anywhere, the iouter allevs us to fuly
administer the customerhetvork, take
contol of a workstdion, ched to see
tha daa ba&up is on@ing, or trow-
bleshoot the sgers. If the netwrk has
problems,it will let us knaw, often
before the customer calleif sevice.

Another £adure allovs customes to
use the prducts dung the dg for
WAN sewices and dung the &ening
for remote accessdm home (kgure 2).
They can be cascadedytther to gt
more Ethenet pots and mag ISDN
potts for increased bamnwddth to the
same host or to connect tofdiént
hosts simltaneoust. When this éaure
is used dr Intenet accessjou py for
only one accountut you hare suppar
for multiple concurent uses.

Corporate wice And Data Networks
By using ISDN systems thante-

grate wice, daa, and video sefices

into one pakage, you cede a simph

fied ofice solution. By minimizing the

number of components usegmu
reduce the umber of points of poten

tial failure. These types of systemsear

beginning to hit the maeet, and ony
ISDN can suppdrthese intgrated ser
vices wer a common &mspot. Small
businesses can engerfrom the dak
ages of telphory and access mgn
feaures taditionally offered by large
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ISDNERouter BRI

8

+ON DEMAND CONNECTION TO
INTERMET OR. OFFICE SERVER

«RESTRICT USAGE TIME OF DAY,
TOTAL HOURS, E-MATL ONLY

*Dynamic WAN or Remote access usage

ISDM Router

Figure 2. ISDN BRI routers with a built-in managed Ethernet hub
make connecting to the office server or the Internet simple. The

ports can be used for inbound network access or multiple users
connecting outward to the Internet simultaneously.

PBX systems. Lwer-cost diect
inward dialing PC dialing screen
pops,caller ID, intelligent call puting
and of-site transer ae just a éw of
the feaures aailable with ISDN
Connect yur computer netark to it

videoconérencing softvare and ypu
have an adanced hsiness comomi-
caion systemThese a& systems qu
can hae todg. They are rliable, fast,
and easy to use

CONCLUSION

There ae other telsnolagies on the
horizon (hav far of, no one is quite
sur),sud as chle modems and
ADSL (asymmeical digtal subsciber
line), and although theare faster ér

browsing the Intamet,they are signif-
cantly different fom ISDN ADSL is
not a svitched sevice. It is not intend

ed for videoconérencing or wice calls.

ISDN will not be eplaced ly ADSL.

They will coexist and complement elac
for WAN and emote access along withother ISDN is mauring. With all the

benetts it has to dfer, ISDN is well on
its way to replacing PA'S and taking
its place in the cgorate workplace
and the home ftte alike.

Steve Ossandon is psident of
Interworks Systems, systems inggation
compaty locaed in Melville NY.
Interworks has gtensve expelience with
ISDN If you have ary questions or com
mentsyou can contact Ste Ossandon
via e-mail 4 ossandon@iarksys.comm
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VOICE OVER ATM TO THE
DESKTOP: THE LAN AS PBX

BY BYRON BROOKS
AND ERNST
RIEMANN,

SPHERE
COMMUNICATIONS

ver the past two years, ATM (asynchronous transfer mode) has endured the
usual ups and downs encountered by new technologies in the marketplace.
While the pundits have debated the merits, success, or even premature
demise of the technology, ATM has quietly become an indispensable com-
ponent in corporate backbones, in the WAN, and on high-performance desk-
tops. The remaining debate centers on a few key issues: whether ATM will
ever be affordable enough to deploy on every corporate desktop; the uncertain-
ty of integrating ATM into existing LAN Ethernet and Token Ring infrastruc-
tures; and whether LANSs really need the bandwidth and complexity of ATM.

A more significant issue today mayback of sound effects on a PC video
be how ATM stacks up against existinggame, or the playback of stored video?
LANs to efficiently handle voice and No. There is another, far more demand-
multimedia to the desktop. After all,ing kind of multimedia — real-time,
wasn't ATM created to carry simulta-interactive, two-way communication
neous voice, data, and video? Is it pody voice and/or video. Here, high-qual-
sible that ATM is the answer to theity performance is much harder (or
inherent limitations of Ethernet tech-even impossible) to achieve.
nology for the transport of real-time
multimedia? What exactly is multime-WHY ATM?
dia anyway? Is it just the one-way play- ATM technology was developed to
carry voice, data, and video traffic. It can
simultaneously provide appropriate lev-
els of service to these differing data types,
recognizing that all bits are not created
equally. For example, data traffic (data-
base reads and writes, e-mail, and net-

LAN CTI Enabled PCs
Server I

'\ / " work file transfers) is transmitted across
\ the network in bursts. Most applications
ATM Switch - are tolerant of significant delays in the
e ' transmission of data packets. \Voice or
\ video, however, are isochronous (time-
- ] g dependent) forms of data that require spe-
: Telephone cial handling for effective transmission
ATM Switch Hub on a network, particularly when bidirec-
or Router tional communication is required.

While the bandwidth needed for each

Figure 1. LAN PBX voice connection may be small (64,000

architecture.
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bits per second), the connection must
capable of continuously transmitting
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small voice data packets with very little  Although such delays are fine for onehalf-duplex voice transmission over
delay to assure a high-quality voicewvay voice or video playback, they carlong distances when fiber-optic cable is
connection. In normal LAN data trans-make a dynamic, interactive conversadnavailable, but experiencing the same
fers, delays of 100 milliseconds ortion between two parties frustrating andlelays when talking to the next cubicle
more are common while the networldifficult. Most of us have heard theover the LAN would be unacceptable.
sets up to begin the transfer. For voicalelays inherent in intercontinental satel- ATM connections are created with
delays as short as 35 milliseconds arée voice transmissions, and are familiaend-to-end guarantees that deliver the
audible. Delays in the range of 100 tavith the ambiguity caused by one speakequested bandwidth in cells, at a speci-
300 milliseconds or more are readilyer not being able to tell for hundreds ofied rate within very small delay toler-
noticeable (and, toward the top of thisnilliseconds that the other has beguances. This is ATM Quality of Service
range, increasingly annoying). speaking. We tolerate what amounts t¢QoS), which guarantees that each vir-

® Sphericall - Phyllis Palmer's Line : 223

L=

Communications’ Nores | 5|
Sphericall

]

File Call Configuwe Yiew Hep
phel‘e A M B2 = [ )

ol

Calls | Hot List

phericall is a full-featured PBX B 14 Alan Wei

with CTI that runs as a @ Q. 212 Byron Brooks
client/server application under p 211 Chuck Pearson
Windows NT Server 4.0 on a stan- Byron Brooks ¥ 215 Dave Niesman
dard ATM-25 LAN. This architec- Ringing = e

A y raeme Robingson

ture represents a ra_ldlcal departure | Fe======= 8221 Mano Behera
from all other PBX implementa- e B 230 Mark Balhie
tions in two significant ways. First, | [steve Sauter 9 596 Nick Davis
voice processing and call control ot o © 229 Sam Tubevile
functions are implemented with et D219 Stephen Moorby Screenshot of
software rather than hardware. $ 225 Steve Greco Sphere's client
Second, a single set of UTP-3 Yo 228 Steve Sauter software.
wires carries both data and voice tq 424 Tim Lot
Windows NT or 95 client comput-
ers, where standard analog tele- : _
phones are connected. Sphericall For Help, press F1 [ INUM [0231PM
does not have the fixed hardware
limitations (such as limited number Client Server:

of lines and voice mail ports) asso-
ciated with hardware PBXs.
Features include unified messaging
with Microsoft Exchange,
enhanced telephone operation
through intuitive Windows-style
GUIs, and easy setup and adminis
tration.

Sphere Communications has
developed a technology called
ATM Direct which processes real-
time analog voice directly into
ATM cells and reassembles the
ATM cells back into analog sig-
nals on the receiving end. ATM
Direct technology is used on the
Sphericall server PCI bus card,
which accepts up to eight incom-
ing analog POTS lines, and on theDirect technology and a standard allows standard keyset phone ser-

“ous |

o | owe |

WS Exchange|

ATV LAN,
ATM Direct |00 U0UTT U ATM Direct

WAV
API

£ Conventional

Telephony POTS or T1

Diagram of ATM Direct.

Sphericall ATM client NIC, an RJ-11 jack for standard phones. vice for areas that don’t have com-
ATM-25 PCI card, which is A special Sphericall eight-phone puters. These hubs can be stacked
voice-enabled with the ATM wiring hub is available, which for added capacitym
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tual circuit i i theTM -
aarutcarmgice ot o over ATH WANS:

reserved bandwidth. Cell length is fixec , .

at only 53 bytes so that data, voice, an

videoycells )éan be readily intermixed vou re Pmbabw Alreadv USIng ATM

with each getting bandwidth on a time

ly basis as needed by the source, not everal private and public ret schemes currently exist — circuit

it becomes available on the network works already employ PM in emulation service (CES) and

This contrasts with packet-based -nei backbone and YAN environments. switched virtual circuits (SVC).

works, which transport packets of vary  MCI, for example, has deployed  Each has its advantages. In a CES

ing length, and where it may be neces ATM throughout its system for car scenario, constant/™M channels

sary to wait for a long packet before the  rying voice via high-speed links to are implemented which emulate

next transmission can begin. various points of presence. Private current T1 PBX trunk specifiea
ATM’s QoS makes PM an attrae businesses that need to distribute tions. The PBX thinks i§ talking to

tive medium for dynamically establish  voice trafic across many regions a T1, when in fact i§ hooked to

ing multiple voice or video connec are installing or leasing™V con- ATM. This implementation is espe

tions. While it has become increasingly nections. Many of theseTM cially attractive to companies that

prevalent in VANs and corporate back  implementations run T3 or OC3, have massive investments in PBX

bones (see the sidebar entitledice providing very high bandwidth ser hardware.

Over ATM WANs: Yu're Probably vices. Alternatives, where such Switched virtual circuits, on the
Already Using AM) the older tech great bandwidth is not needed, other hand, dynamically allocate
nologies, in particular Ethernet, remair include linking AM WANS to point-to-point circuits from PBX to

the networking topology of choice on fractional leased lines. Companies PBX, creating and dissolving con
the desktop. New applications usin¢ have found the use off/M to be a nections on-the-flyPhysical con
ATM'’s spectacular real-time multime  very flexible way to mix data, nections to the PBX are reduced but
dia capabilities, coupled with a contin  voice, and other multimedia require a higher level of integration.
uing decline in prices, should dramati streams across their geographically While the AM Forum is working
cally accelerate the demand of M at dispersed enterprise without settingto finalize these enterprise and other
the desktop over the next few years. arbitrary limits and channels for LAN ATM specifications, AM
each. AM enables the bandwidth voice is a reality in high-bandwidth,
INERTIA ON THE LAN to be used dynamically high-speed environments tod#s
The speed figures associated witl The ATM Forum is currently with many standards we now take
ATM and other technologies can be cor working on standards for connect for granted, real-world implementa
fusing. To make sense of them, it helps t¢  ing ATMs and standard PBXswb tion often leads the wam
remember that M is a broadband-
based transport with QoS supportingorporate networks are beginning to-ouTHE LAN AS PBX
multiple simultaneous virtual circuits grow the bandwidth of even 100-Mbit What many companies fail to recog-
over a single physical connectionEthernet and need higher-speed alternaize is that their LAN is not the only
Therefore, it accommodates simultanetives. Power users, e files, graphics, network on their premises. It may be the
ous data, voice, and video streams, whilend multimedia applications are drivingmost visible, but their telephone system
other transports must stack all the dateertain LAN segments to the saturationis yet another set of wires, switches; cir
types up in a single high-speed pipe. Spoint in terms of available bandwidth.cuits, and data running in parallel to the
while gigabit Ethernet (for example)These are the same constraints thdata LAN. The PBXS data just happens
might sound impressive, stonly a very pushed Arcnet out of early LANs andto be voice. Maintaining both of these
fast one-lane road.TM, in contrast, is a paved the way for Ethernet. While giganetworks is expensive. In some small to
multilane highway enabling multiple bit Ethernet promises faster speeds, theedium-sized businesses, for example,
data types to coexist in their own dedibasic structure is identical: a single pipea full PBX and digital phone system
cated lanes, or virtual circuits. though much faster may actually be more expensive than
ATM’s QoS and broadband architec Many companies at the bandwidththe current data LAN. But because the
ture make a compelling technology caseaturation crossroads find they mustelephone system is so ubiquitous, yet
But technology alone isiteason enough choose between going with the triednearly invisible, it5 costs and mainte
for a business to make the switch, regarénd-true despite its architectural flawsiance are not seen in the same terms as
less of bandwidth concerns. Becausgand working around them) or deploy the cost and maintenance of computer
ATM is not widely deployed, itis still rel ing a whole new technology (whichnetworks.
atively expensive. ypical ATM-25 cost could solve bandwidth problems now As we've seen from the above tech
per seat is in the $300-600 price range -and in the future). nology comparisons, ™M was
far higher than the cost of Ethernet. But even businesses experiencingesigned to carry multiple data types.
these bandwidth bottlenecks are not hilt's already implemented throughout
WHO NEEDS THE BANDWIDTH? ting the wall uniformly Perhaps only 10 large-scale private and public telecom
Part of the reliance on Ethernet is thgercent of their tréit is bandwidth munications networks for its QoS and
sheer inertia of “use what you know andound, while the remaining 90 percent obroad bandwidth characteristics.
what already works.” Howevgisome the normal LAN trdfc is doing just fine.  In addition, AAM’s point-to-point
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switching characteristics provide arncapability can grow just like a LAN: < Microsoft NT 4.0.Microsoft’s latest
environment for virtual PBX call switeh client by client, and server by servas release of its networking software is not

ing. PBX call control and features, sucltapacity requirements increase. only a robust and reliable network operat
as ACD, auto attendant, and voice mail, ing system to base a voice network on, its
can be moved from vendor-specificENABLING TECHNOLOGIES core services incorporate many features

hardware to open, more costeetive The ability to economically combine which are telephony-rich viaAPI 2.0.
LAN platforms with A’M serving as the data and voice networks and to conveivith this new version of API
voice-delivery and switching medium.PBX functionality to software has only (Telephony Applications Programming
Current PBXs have software contenbecome possible within the last fewinterface), Microsoft has made it possible
locked into proprietary hardware plat years. Several factors have comest to provide server-based telephony-ser
forms. By eliminating the proprietary to make this possible: vices to client computers across the LAN.
hardware and converting almost all PBX ¢ Powerful PCs.Pentium-class PC A standard interface, it will encourage
functionality to software, businesses caservers are enormously powerful. Thegoftware developers to write new plat
realize significant cost savings. have everything from RAID (redundantform-independent telephony applications.
A PBX built as a LAN does not array of inexpensive disks) to fully < 25 Mbit ATM And Winsock 2.
encounter the traditional hardwarefredundant poweiThey provide relative While still more expensive than
defined constraints (Figure 1). Systenly inexpensive 24 x 7 availability Ethernet, AM25 can become more

ultise"’ice Networkin suited for voice. Most importantly
g ATM delivers the Quality of Service
(Qo0S) necessary for real-time applica
tions — the ability to reserve band
RON NASH, grated with graphics and text in mul  width and guarantee minimal del&@ut
MADGE NETWORKS timedia documents. that doesrt’necessarily mean tearing
Recent advances in LAN technol  out your existing Ethernet network and
ogy and new architectures for tele replacing it with AM. ATM will be
phony and video services are mak needed in the backbone, but switched

Desktops in lage enterprises today
are equipped with two kinds of

communications terminals — the PcnNg multiservice networking a reali Ethernet or dken Ring to the desktop
and the telephone. These devices af¥- This article briefly describes  will soon ofer QoS. The Resource
supported by two distinct single-ser SOMe of the components of a multi  Reservation Protocol (RSVP), a new
vice networks — the LAN and the Service network. stankdard from ﬁhe Interne’; Engintlaering
: Task Force, will give TCP/IP applica
;?kxt'oientgnfng;ﬁztf i;wr?on:;\;v; rfl;ztt'o HIGH-SPEED SWITCHING WITH tions running on legacy desktops a stan
But even the minimal level of ine .~ AUALITY-OF-SERVICE GUARANTEES dard way to request QoS, and tHEMVA

ATM switching is now being wide backbone will take care of fulfilling
servers has such obvious benefits Y @dopted in the LAN backbone for  those requests. For new networks,
that it's natural to wonder what it  Sca@leable bandwidth. Thougi ® ATM-25 at the desktop provides the
would take to achieve a more com today is used mostly for data, its eon  cleanest solution, at increasinglyoaéi-

plete integration of data and voice. nection-oriented approach is ideally able prices.

HEMULTSERICE TR

The answer to that question is e Connections
now emeging under the concept of — - fom for
a multiservice network. Instead of Multiservice (s S cideo 3
ingeniously (and expensively) trying| EREAIGIRE
to connect single-service telephony r ke

n . oken Ring

and data networks, a multiservice
network provides a single infrastruc
ture for combining voice and data,
as well as video. Such a network
will enable new forms of telephony
integration, where voice and data
can interact at multiple points in the
network, not just at the CTI server
CTI capabilities will be available

gration achievable with todas/CT]

throughout the enterprise, not just in e, T c;,',’,dcu::f,z,
1L

the call centerUltimately, voice and , Functions
video become just types of data, to '
be stored, filed, retrieved, and inte
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cost-efective when data and telephonyFUTURE OF VOICE OVER THE LAN bining voice and data over LAN infra
are combined on the LAN. The Adding high-quality voice tréit to structures will remain.

Winsock 2 API, from Microsoft, makes an existing Ethernet LAN is not feasi  Founded in 1994, Spre€ommunications’
it possible for programmers to utilizeple with current technologyTen or strategy is to move telephonyrfr the rigid
the unique virtual network characteriseyen 100Mbit Ethernet has no QoSustomer pemises equipment (CPE) model to

tics and QoS of AM for real-time mui
timedia under software control.

VOICE OVER ATM: BOON TO CTI

Once voice moves from oldeven

guarantee, and it cannotfegtively & PC LAN application. For merinformation,
handle the demands of isochronougontact Spher Communications by phone at
voice, data, and videoodlay ATM is 847-247-8200 or visit the compasyéb site
the only networking technology capa at wwwspheecom.com.

ble of combining simultaneous high- For information about free subscriptions, call

dor-specific PBX platforms to becomequality voice transmission with videoour customer service department at 800-243-
a LAN application, all the rules changeand data on the same set of wires. In tH802 (toll free) or 203-852-6800, or visit our
Rather than integrating two basicallyfuture, another new technolagyot yet Web site at www.ctimag.com. Contact the pub-
incompatible networks — LANs and on the horizon, may Step up to rep|ac@hel’, Richard Tehrani, or the editor, Kevin M.
PBXs — developers can redirect theinTM as the multimedia transport ofMayer, with questions or comments about CT/ ™
enegy to provide enhanced softwarechpice. But the compelling economicE-mail (addressed to rtehrani@tmenet.com or

and productivity ayuments for com kmayer@tmenet.com) is always welcome. M

usability, features, and power

Client/server telephony call con-
trol architecture.

Call Control App
sends request
A

Voice or video over ATM

m Middleware in
client and server

mm Call Control Protocol
implements “Virtual PBX”

M Third parties provide call
control apps e.g. Mitel

Server App sends
command to Client Agent

:;@r

T

r

_ Client Agent sets up
" Virtual Circuit to other party

CALL CONTROL SERVICES

is no longer needed to provide that

function. But we still need call control

— the intelligence that handles call
setup, call transfecall hold, etc. This

year we have seen the first demonstrais of limited value if we cam’connect

want to conference in a party that
doesnt have video access, or send an
unanswered video call to voice mail.

APPLICATION SERVERS

The client/server call control architec
ture lends itself naturally to a modular
approach to application servicegidé
mail, IVR, and ACD will be implement
ed as software running on standard PC
servers rather than on proprietary cir
cuit-switching platforms. This trend is
already underwayut open interfaces to
these application servers will finally
make it possible to mix and match
applications from dférent vendors.

Making multiservice networking a
reality will require LAN equipment

components form a virtual PBX. Sincesyppiiers and traditional telephony
Since the switched network is capa Neither a conventional PBX nor a CTl yendors to unite in support of an open
ble of switching voice calls, the PBX Server are required, the cost savings Ofychitecture. The CTI industrwith a

this approach are considerable.

GATEWAY TO PUBLIC NETWORKS

Switching voice calls in the LAN

tions of client/server architectures for calls to public networks. ¥need

call control, where the call control
function is handled by an application
running on a standard PC servesing
established protocols such aPT and
TSAPI to communicate with clients.
The call control application functions
as a directory server — mapping

new kinds of circuit-switching gate
ways with LAN interfaces and tele
phony trunk connections to public

foot in both camps, is uniquely pesi
tioned to help drive this trend forward.

Ron Nash is dector of AM
Market Development for Madge
Networks, which supplies end-to-end
switched networking solutions for
large enterprises, with a special focus
on multisevice networking (that is,

networks and PBXs. A gateway mustnetworks which will be able to suppor

know how to translate 64K and

integrated data, voice, and video). In

Nx64K bit/second bitstreams into IP addition to AM, Ethernet, ISDN, and

packets or AM cells. Such a gate

Token Ring technolog\adge offers

names and phone numbers to networkway can also connect H.323 video ina range of poducts fom desktop cen

addresses — and monitors calls, so
that unanswered calls can be trans
ferred appropriatelyThe actual call
setup, howeveis handled by the PC
clients at the call control servsr
instruction. WWrking togetherthese

Subscribe FREE online at www.ctimag.com

the LAN with traditional videocon
ferencing systems that speak the
H.320 protocol over ISDN.

nections though LAN and \WN
switches, and enterprise network man
agement softwar For moe informa

Interaction between videoconferenc tion, contact Madge Networks at 800-
ing stations and telephones will also 876-2343 or visit the compasw\éb
be possible — very useful if you site at wwwmadge.comm
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CTl DATA SERVERS

BY JOHN LYNCH,

ARIEL

CORPORATION
Tl is broadening its focus
beyond voice and fax

!_ ..... applications to embrace

| remote-access applications.

Key developments driving this
trend include the growing
acceptance of CTI standards
and the power and flexibility of
hardware based gmrogram-

mable digital signal proces-
sors (DSPs). The open CTI
platforms that can now be
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‘:\_j\*\

built are not limited to sup-
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porting applications such as

Mg Y
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AN

call processing, conferencing,

Ny

TS

fax broadcast, and fax-on-

ey
Ny

" ) - E _\‘.\

demand. CTI servers are also

T

eminently suitable for provid-

AN

ing remote data access for
applications like Internet/Intranet

access, online services, and
transaction processing.

I
I_._._._.J
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Internet service providers (ISPs) areservices, and BBSs are driving the
already beginning to exploit CTI ptat development of data technology that
forms to give many dial-up userswill soon take its place alongside voice
access to the Internet.itW more than and fax in CTIl equipment that sup
30 million remote-access subscribergorts unified messaging.

(and more coming), the Internetferfs

tremendous opportunities for supplierdlHY CTI?

of data servers based on open CTltech Most of the servers used for today’
nology Corporate environments alsoremote-access applications are imple
provide tremendous opportunities formented as a medley of closed-box
suppliers of CTl-based remote-accessomponents that are strung together
equipment. Wth more employees trav with proprietary network and software
eling, and with more people working atinterfaces. As a result, upgrading these
home, many companies are addingervers (adding new functions and inte
remote-access equipment that can givgrating the server with other system
mobile professionals remote access teomponents) can be fidult.
both the Internet and corporate With the open CTI approach, diverse
Intranet. Wth CTI, this capability can remote-access functions such as
be integrated directly into existing modem pools, WN/LAN interfaces,
voice and fax servers. routers, and computer servers can he

Transaction processing, though antegrated in the same PC enclosure ut]
more mature market, alsofefs excit  lizing common hardware and software
ing possibilities for suppliers of CTI- interfaces. The open CTI approach alse
based remote-access equipment. Famakes it easy to integrate remote access
flung retail merchants, parts supplierswith existing voice and fax functions. |
insurance agents, real-estate brokers, Open CTI platforms are especially|
travel agents, and other professionalsttractive to small Internet and Intrane
all require remote dial-up access toPoints of Presence (POPs). These-enth
central databases, and open CTties are striving to provide value-adde
servers provide a flexible, costtef- services that bring them closer to the
tive gateway Togetheyr transaction customers and ddrentiate them from
processing, Internet/Intranet, onlinelarger competitors. ylpical services
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include filtering software (like Net PCs, phones, and fax machines may mnnection control, are available to
Nanny which screens undesirable prolinked to the server via LANs, Basichelp simplify the development of hard
gramming), local search engines, agenRate ISDN, or plain old telephone serware-independent computer telephony
(services that find information), andvice (POTS). The servein turn, may applications. ® request computer tele
caching facilities that boost accessommunicate with the outside worldphony services, application developers
speed by storing frequently accesseda the public switched telephone netmake calls to the APIs from within
pages (such as thehNoo index). A CTl work (PSTN), either through a PBX, ortheir C programs (that is, playecord,
platform’s open hardware and softwarealirectly via a T1, Primary Rate ISDN,send/receive). These calls, in turn, are
interfaces make it easy for integrators tor POTS interface (see Figure 1). translated by drivers (supplied by the
acquire or develop the technologies Within a CTI servernetwork-inter board vendor) into board-specific func
needed to add these services. face and media-processing compation calls.
nents (that is, fax, modem, speech Standard CTI APIs exist for single-

SERVER ARCHITECTURE recognition, and text-to-speech) comline desktop client systems, multiline

The CTI servers used for remotemunicate with the host via theSOHO systems (Small @de/Home
access are architecturally similar tdSA/EISA bus. The communicationsOffice), and lage-scale networked
those used for traditional CTI voice ancdbetween CTI boards and the transposervers. APl (telephony API), a
fax applications. In fact, the dataof voice, fax, and data tfa¢ are Windows API that provides telephony
modem function may coexist with otheroffloaded to an auxiliary time division control functions such as call progress,
media-processing elements (such asultiplexed (TDM) bus such as MVIP set up, and tear down, is tailor made for
fax, voice processing, and switching) ifMulti-Vendor Integration Protocol) or single-line desktop systems. Novell’
an integrated unified-messaging serveiSCSA (Signal Controlling SystemTSAPI provides a comparable set of

Many CTI servers are PC basedArchitecture). telephony functions, adding PBX con
Client terminals interact with the server On the software side, standard APIgrol and networking functions that
through a variety of LAN and AN such as APl and TSAPI, and bus stan make it better suited for SOHOs and
interfaces. Whin a facility, desktop dards, such as SCSA and MVIPservers that are used in a LAN environ

riel's Approach To Programmable DSP Hardware

riel has developed a 16-port ISA

bus modem pool, CTI-Modem, to I b by e
target the transaction-processing . r
market. Though configured at the | %357= I - psTH
factory as a multiport modem, CTI- -
Modem’s programmable DSP arehi I : >, AT
tecture also makes it suitable as a Primary | R =T —
general-purpose CTI computer Amesoh CFE ﬁ'n‘-r- A
resource. @ support designers who - war
want to extend the functionality of
CTI-Modem, the board is available
with a library of CTI software that VCOS ofers frame-based multitask support multiple functions on the
includes telephony signaling func  ing and visible caching mechanisms same platform makes VCOS an
tions (such as caller ID, DTMRnd  that enable it to concurrently manageoption as a low-cost unified-mes
call progress). The product also sup the execution of several media-pro saging platform. For suppliers of
ports data/fax modems; speech-cod cessing functions in real-time. Its  traditional voice and fax servers,
ing, recognition, and speech synthe resource manager enables designers/COS makes it possible to incorpo
sis; MPEG and JPEG audio and to execute functions that are distrib rate data capabilities such as dial-up
image coding; FM/wavetable music uted across multiple DSPs, and its remote access into their systems. At

synthesis and MIDI support; echo  ability to dynamically load host- the same time, the VCOS/DSP tan
cancellation; speakerphone; and sanbased code modules makes it possi dem enables suppliers of dial-up
ple rate conversion. ble for the host to reconfigure CTI- data POPs to diérentiate their

To help manage the execution of Modem on the fly products through value-added fea
these functions, as well as host/DSP  According to Ariel, such features tures such as voice, fax, and even
communications, CTI-Modem also make CTI-Modem suitable for video. For a closer look at an open

comes with a multimedia real-time SOHOs and CTI Servers that pro CTI approach POP with unified-
operating system known as VCOS vide multiple telephony functions. messaging capabilitgee the
(Visible Caching Operating System). Ariel also notes that the ability to accompanying figure.
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ment. SCSA and MVIPwhich taget
CTI servers, build on the telephony

functions provided by APl and

TSAPI, adding media-processing facil

ities such as fax, speech coding, spee|( futswihe I

Publkc Bwachied
Tirlephaores Herwork
4

e o

ri PSTHN

recognition, and text-to-speech. T

TUE1Piimaiy Ribs IS0OR

INTERNET/INTRANET ACCESS -
High-density modems equipped with LAM

standard PC host and computer +elg i i R

phony interfaces, such as SCSA an - of Ivirane

MVIP, provide the core technology for Wooem Pool Box  Workstation Feonuiti

integrating data into CTI servers. High P N Wi

density is especially significant for Figure 1. A traditional closed

ISPs and online service providers, wh box approach to Internet/
need to accommodate thousands ¢ Intranet POPS. Depending on the number of chan

dial-up users and provide room fo nels and the amount of computer
future expansion. power required for each function,
In these applications, the remotemable DSPs is important for theeach DSP may be dedicated to a given
access equipment and the real estateodems used in transaction-processin@inction (or functions), a given chan
needed to store that equipment arapplications, which utilize a variety ofnel (or channels), or any combination.
often the dominant start-up costs. Thaon-standard ITU modulations. AA DSP’s programmability also makes
higher the modem densitghe more DSP’s programmability enables it to beit possible for the host to download
compact the equipment, and the lessustomized for a broad range of transnew functions and change the system
floor space that has to be leased. Thaction-processing environments (foconfiguration on-the-flywhich is par

modem pools used in dial-up server
for Internet and online services are-ty,
v.34 technology — the same technol I

speech, and speech recognition.

n addition to maximizing flexibility,
DSPs also afford significant opportunity
for cost reduction.

ically based on standard 28.8-kbit/se
gy used in desktop modems.

TRANSACTION-PROCESSING
SERVERS

High modem density is also crucial
for the lage servers used to provideexample, to enhance start-up signalingcularly useful for CTI servers. In
remote data access in transaction-pr@r optimize data transfers for short osuch an architecture, adding a new
cessing systems. The dial-up transadong packets). The flexibility &rded function to the system is as easy as
tion-processing market is dominated bypy programmable DSPs also makes [bading software modules for that
players such asevifone and Hypercom easier to upgrade the modem to handfenction, and increasing the number
who supply the terminals used by mermore advanced modulations and highesf lines is as easy as adding more DSP
chants and the modem pools used yata rates. cards to the network.
central hubs to access the network. In addition to maximizing flexibik
Unlike the standard.84 modems used ty, DSPs also &brd significant oppor John lynch is the vice psident of
in Internet/Intranet servers, the modemtunity for cost reduction. CustomAriel’'s newly formed Computer
used in transaction-processing servergiplementations may be more coslelephony Business Unit. Prior to jein
are based on non-standard ITU modulaffective for a single-port desktoping Ariel, John was D&ctor of Modem
tions. Because the amount of data trangmplementation, but the ability toand Multimedia R&D at A&T Bell
ferred is small (for example, 100 bytesncorporate multiple slower-speedLaboratories. Ariel povides high-den
for a yes/no answer on a credit cardhodems on a single device makesity data modem solutions plus fax and
transaction), these custom modems ageneral-purpose DSPs more costroice solutions. For merinformation,
optimized for small data packet transeffective for server environments. Thecall Ariel at 609-860-2900 or visit the
fers and quick response timgplcally, flexibility offered by programmable companys Web site at wwwariel.com.
these modems run at 2400-bps dafaSPs extends well beyond the ability
rates. Response times average just a féa quickly implement custom modem For information about free subscriptions, call
seconds, versus 30 seconds for.&4v configurations. In fact, a homoge our customer service department at 800-243-
desktop modem. neous network of add-in cards baseebo2 (toll free) or 203-852-6800, or visit our

To better serve the transaction-proon programmable general-purposveb site at www.ctimag.com. Contact the pub-
cessing market, an approach utilizindbSPs provides an ideal computetisher, Richard Tehrani, or the editor, Kevin M.
programmable DSPs can be utilized toesource for executing a broad rang®ayer, with questions or comments about CT/ ™
implement the modem function. Theof multimedia and computer telephonye-mail (addressed to rtehrani@tmcnet.com or
added flexibility aforded by program functions, including fax, text-to- kmayer@tmcnet.com)is always welcome. B
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PUBLISHER'S OUTLOOK

Continued from page 6 of what a PBX would cost. (See thébetween the PBX and the local SOHO
zealously downsized (and hence undeerrticles on this topic in this issue.) phone can seamlessly deliver the full
staffed) corporations can no longer per- Your local telco already has an expenrange of features available on the PBX.
form for themselves. sive switch in its central office. If you
use the new technology, you can takEONCLUSION

WHO'S USING SOHO-STYLE CTI? advantage of this switch by purchasing CTl is a broad term that encompasses

SOHO-type CTI solutions aren’t justCENTREX features on an as-needetklecommuting, videoconferencing, col-
for small companies. We're also seeinfpasis. Central office types of productdaborative computing, and other dis-
interest from individuals and largehave come a long way, allowing anyparate technologies. By allowing indi-
companies. small or home-based office to seem likeiduals, small companies, and large

¢ Individuals. Millions of SOHO/ a large corporation. SOHO productzompanies to take advantage of these
multimedia PCs have been purchasdike the Creative Labs’ PhoneBlastettechnologies, CTI makes us much more
by families across America. Thesellow a small company to haveflexible in how we manage our work
computers, coupled with powerful tele-advanced telephony features (voicéves. (Just one example: companies can
phony-enabled software such asnail, fax broadcasting, fax on demandnow hire people that were once out of
GoldMine, ACT, and TeleMagic, have pager notification of incoming mes-reach due to geographic or other limita-
shown users that a computer can dialages, etc.) for a few hundred dollars. tions.) | am proud to be part of an indus-
telephone numbers for you and deliver « Large CompaniesLarge corpora- try that helps people become more effi-
screen pops when you get an incomintions are already experimenting withcient, and thus gives them the freedom
call. These users sometimes expresslecommuting solutions that allowto accomplish more at work, in their
frustration that they can't enjoy theworkers at home to interact with workerdamilies, and in their communities.
same features at the office! in the office. Groupware and Intranets

« Small Companies.With the are key technologies here, but they arBincerely,
growing availability of ISDN technol- only the tip of the iceberg. Soon, anyg- F V G_\; ,
ogy, a small company (or even &ome telephone will be able to serve a 5
home office) can have the equivalenan extension of a corporate PBX. FoRich Tehrani (rtehrani@tmcnet.com)
of PBX functionality at a tiny fraction example, an electronic translator sittindPublisher, CTI magazine
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