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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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.

Subscribe FREE online at www.ctimag.com

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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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, |

46  CTI™  Vol.2 (1)

. 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.

Subscribe FREE online at www.ctimag.com



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
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| 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

54 €TI™ Vol 2 (1)

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
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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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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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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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