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GUI: 4.75
Security: 4.95

Be There!

Data Race, Inc. -
12400 Network Boulevard
San Antonio, TX 78249 ees’ homes. In fact, a single standard
Ph: 210-263-2000; Fx: 210-263-2075 analog phone line is all Be There!
E-Mail: mktgsales@datarace.com  needs to compress and multiplex voice,
Web Site: www.datarace.com fax, and data.
The product’'s analog capability not
only saves money, it provides unprece-
elecommuting is now possible fordented flexibility. Specifically, it lets
Tjust about anyone, thanks to Dat@&mployees access the corporate net-
Race’s Be There! Personalwork notjustfrom home, but from any-
Multiplexer. This new product allows where. If an employee can find a phone
you to avoid the expense and hassle ef on the road, in a hotel, wherever —
traditional telecommuting systemshe or she can be at work.
which usually involve installing and Be There! not only connects to your
maintaining ISDN lines into employ- corporate LAN, it also connects to your

Table 1. Be There! Personal Multiplexer Server: Four Versions

BT-400

BT-800 BT-1600 BT-2420

Price

$8,000 (analog)

$28,800 (analog) $39,600 (analog/T1)

$15,200 (analog)

Chassis Capacity

4 card slots for
Personal Multiplexer
card; 1 slot for net-
work interface card

8 slots for Personal
Multiplexer cards; 1
slot for network
interface card

16 slots for Personal
Multiplexer cards; 1
slot for network
interface cards

24 slots for Personal
Multiplexer cards; 1
slot for network
interface cards

W: 16.75 in. (42.55 cm)
H: 6.5 in. (16.51 cm)

W: 19 in. (48.26 cm)
H: 7 in. (17.8 cm)

W: 19 in. (48.26 cm)
H: 7 in. (17.8 cm)

Power Consumption [ 60 Watts 190 Watts 200 Watts Not available
Weight 24 1b (8.96 kg) 43.5 b (16.24 kg) 46 b (17.17 kg) Not available
Dimensions L:16.75in. (42.55 cm) | L: 26.0 in. (66.04 cm)|L: 26.0 in. (66.04 cm)|Not available
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CTI1 LABS

# Be Therel Phone Application - Mesidian 9316 M= Figure 1. Be There!: Main graphical user interface, where you
can access such features as dialing, call control, and speed
dialing. You can also check the status of the phone line.
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Figure 2. Be There!:
Administration program on the
server, which lets you add users
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and set permissions, extensions,
PBX types, etc.
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corporate PBX via an interface similar to When telecommuters and road wardesktop, we needed to install an ISA
your ofice phone (Figure 1). The LAN riors run Be There! on their remoteboard; for the laptop, a PCMCIA card.
connection lets telecommuters and roadomputers (laptop or desktop), they are

warriors have access to their corporate eonnected to the corporate voice an8erver Installation

mail accounts. In addition, users at angata network, which is actually operat Our four-port server arrived with
remote location can use powerful PBXng within the company' firewalls. Be Windows NT 4.0 server software already
features exactly as if they were in th&here! lets employees take advantage aistalled. Howeverwe did have to cen
office, without the additional expense ofall corporate network capabilities with figure a few items (Figure 2), including

multiple dedicated phone lines. out compromising network security  user accounts, TCP/IP settings, as well as
When customers or co-workers call trust relationships that gave the Data
your ofice number your phone rings INSTALLATION Race server access to our LAN.

instantly When you get e-mail, it shows We will discuss the server installa Aided by the user-friendly Wdows
up in your mailbox. And all of this is tion as well as the desktop client andNT GUI, we defined PBX number and
done over a single analog phone line. the laptop client installations. For thetype, and viewed run-time information

on cards connected to the server
= ]| (~iure 3). Overall setup time for the

server was about 10 minutes.
COM Porfsp  [COM1 Hnmmmﬁd Laptop Client Installation
- Installation got a little hairy when it
¥ I BeThere modem Cad st [Ruwrg =] came time to install one of Data Race’
PR Hurmber m“—' Liser Corvmcind: | PCMCIA cards. Vihdows 95 automati
]— cally detected a modem and installed a
PEX T [DodaubType = Hardware |0 generic driver without asking us if we
¥ Dot do RACF for othes card Figure 3. Be There!: Card property
¥ Enable Modem Integity Check screen, where you can define the

[Ecit chack interval on page “Mise Corfig”] PBX number, PBX type, and allows
you to view runtime info on cards

connected to the server.
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Figure 5. Be Therel Data exchange export feature,

along with a listing of some of the supported PIMs.

' The rest of the encountered were atypical. (Data Race

- Prefevences installation went did tell us, howeverthat they've had
| P Show Bubble Help smoothly some strange installations with other
g Overall, we hit Toshiba laptops.)

hiarmes Ragmisers only one snag In any case, we gave a little more
|' ;" Ll in this installa weight to the client installations (since
tion, but it did these are more frequent) and arrived at

Tite S P waste some time. an overall installation rating of 4.40.

e Thars! Farional Mlizleser 5 Overall, installing This rating could be higher if future

the card took installation instructions include warn
about 45 minutes. ings about disabling any third-party

2 o : " Not exactly “Plug PCMCIA card detection or socket soft
Figure 4. Be There!: Phone application options, which & Play.” W)cle cantg ware, as well as suggestions for

include popup and ringing options and bubble help. fault Data Race, workarounds. By the wayData Race

however Surely provides installation services.
wished to use a vendor driver diskettethe fault lies in the System Soft wizard
Unfortunately Windows 95 added the software, which tried to help, but whichDOCUMENTATION
wrong device to the System folder  instead proved a hindrance. (Semmil  Documentation consisted of a Quick
Apparently the System Soft socketKeatings CC: column in this issue for Start sheet, a server administragor

software on our dshiba laptop was more about Plug & Play manual, and a desktop/notebook User
causing the problem. The System Soft manual. The documentation was well
software detected the new PCMCIADesktop Client Installation organized and included step-by-step
card, generated its own .INF file, and The ISA board is not Plug & Playinstallation instructions. Both of the
added a generic modem. compliant. (Not necessarily a badmain manuals were well illustrated

We encountered a similar problenthing!) To install the ISA board, we with sceenshots. Overall, the documen
when adding a Motorola combochose an IRQ, added a COM porttation earned a 4.90 rating.
modem/network card to aoshiba lap accessed the driver disk (to load a-spe
top. We got around this problem bycial driver for this COM port), and FERTURES
removing the card, deleting the .INFmanually added the Be There! Overall, we gave the feature set a
file, removing the System Soft softwareMultiplexer modem in the modem con very good 4.80 rating, which could be
temporarily and re-inserting the PGM trol panel applet. W connected this even better with line/port detection for
CIA card. A similar solution was modem to the COM port we added. Ause on non-RACF PBXs. @Vl dis-
recommended by a Data Race teehnihis point, we had to reboot. &Mthen cuss this latey
cian, but only after he did a little detecinstalled the Data Race software appli
tive work. He went into the cation. W& encountered no glitches. Client Features
C:\Windows\INF directory and did a The ISA board installation, including Be There! can replace your standard
“DIR/OD” to sort the directory by date. desktop software, got a 4.50 ratinge Wmodem without sacrificing any features.
He saw a file with the current date andjave the server installation a 5.0 ratingn the non-DSVD mode, the Personal
removed it. At this point, we re-insertedWe gave the laptop client installation avultiplexer becomes a standard data fax
the Data Race PCMCIA card.idows 3.90 rating, which would have beemmodem with telephone answering capa
95 Plug & Play detected the card antbwer, only we took into account Datability. For data communication, it is a
(properly) asked for the driver disketteRaces comments that the problems wé/.34bis modem at 33.6 Kbps with sup
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port for CCITT Group 3 and EIA 578 cols, including multi-protocol bridging ¢Each client Personal Multiplexer

Class 1 fax communication. and routing). includes a hardware-based, 48-bit,
Two different client models are avail- < Institute remote node functionality DES-encrypted ID which is used by the

able: the desktop and the noteboolkand support for remote control. server for authentication.

Using either client model, the user can: « Manage each server or groups of ¢ The RAS connection is password
*Place and receive local and longservers from the LAN network. protected. Additional passwords

distance telephone calls using the com- required by MIS are used to allow the

pany PBX or Centrex/Plexar resourceSecurity data connection.

as though they were actually in the <Security via a per-telecommuter «The Be There! server is compliant

office. hardware ID (unique, DES-encrypted)with Radius security arrangements and
*Access the corporate LAN asAlso, there is radius support. supports Security Dynamics SecurelD.

though the remote Desktop or
Notebook were directly connected tc
the corporate LAN.

eForward the home phone to ar
office telephone and thereafter receiv
personal calls while telecommuting.

*Access a full range of corporate
office telephony features (do not dis-
turb, call conference, call hold, call
transfe, call waiting, hands-free use,
mute, redial, speed dial by name an
number).

*Choose among several notificatior
methods for incoming and outgoing
calls. For example, Be There! can po|
up the phone application window
and/or play aWAV file through the
computer speakers on an incoming ca
(Figure 4).

e Load records from popular contact
management software, such as Act! ar
Lotus Qrganizer (Figure 5).

Server Featues

* Extend the PBX dial plan to wher-
ever the remote user is located, thu
preserving and enhancing thege cor-
porate investment represented by th
corporate voice network.

*Keep track of user connections tc
the server (via the produstmonitoring
program).

* Give telecommuters and road war
riors access to corporate voice mail sy
tems (since server provides voice witl
PBX features).

*Work inside the corporatios fire-
wall for all corporate communication
networks, just as if the remote worker:
were physically in theféice.

* Route voice calls and faxes over thi
corporate PBX or Centrex service an
WATS lines for maximum savings anc
securiy.

« Eliminate billing issues and extend
all call management features to thi
remote users.

e Enable client-to-LAN connections
to corporate enterprise networks (vi
support for a wide range of LAN proto-

Subscribe FREE online at www.ctimag.com Circle No. 142 on Reader Service Card CTI™ July1997 49



CTI1 LABS

OPERATIONAL TESTING will still go to your corporate voice could use our switch to accomplish
How does it work? After you have mailbox. Remote Access ol Call Forwarding
been authenticated on the Be There! With Be There!, you can take or(RACF). So, we called Comdialtech
network and pass any network accesslace calls while accessing your remoteical support, and were told that the
passwords setup by MIS, yourfiok corporate network. & can talk to one DXP switch doesi’have RACF built-
telephone is automatically forwarded tqerson, send an e-mail or fax to anottin. Bad news. Still, we love our DXP
the Be There! Personal Multiplexerer person, and surf the Internet. Andavhich impressed us from the first with
server All incoming calls to your dice  everything is accomplished simultaneits digital and CTI capabilities. It may
phone ring on your Personalously and seamlessly be that Comdial RACF-disabled the
Multiplexer client, wherever you are. The voice channel requires 8.5 KbpsDXP as a security measure.
When you are placing a call, the diabnd the fax is user-selectable at 9.6 In the past, people were able to take
tone you hear is your PBX or CentrexKbps or 14.4 Kbps. Howevethe 8.5 advantage of RACF capabilities (also
dial tone. Yu can place a call just like Kbps is required only when you are orcalled “call following”) to remotely
you were in the dice, whether entering the telephone. Phone bandwidth islial into the switch and chge thou
a three- or four-digit number to reach alynamically reallocated in real-timesands of dollars worth of phone calls to
co-worker or a “9” to access an outsideafter your call is completed. The saméhe companyIn response, many PBX

line. (Some users may enter a “9” foiis true with fax bandwidth. manufacturers either turned fothe
local number access, and an “8” to RACF functionality REM’ed out the
access long-distance through a PBX.) IGetting RACF source code for the RACF functionali

you cannot answer an incoming call (or We couldnt find anything in the ty, or left the code in there but left the
choose to ignore it), the incoming callComdial documentation on how weRACF potential undocumented.

RACF Workaround RNA (ring-no-answer) and transfer

the call to your voice mail. If we are
online (connected to extension 260),

Since our switch, like many connections on the client side to eon then we can obviously answer the
switches, doeshsupport RACF  nect to the four diérent Line ports.  call, which connects 260 and 261.
(a form of call following), we came Then, you just try each phone num In our test setup, we used direct

up with a workaround. ' not the  ber until you find one that isnbusy  extensions which were dialed after
cleanest setup, but it worked for us. But here we encounter a disadvan our auto-attendant answered. Using
If one of our employees is going tage: You wont know which exten predefined extensions was necessary
to be on the road, he knows to manusion to forward your phone to when so we could know which extension
ally forward his phone to one of the you leave the dite, since it could to forward our personal extension to.
four port extensions. In general, for be 260, 262, 264, or 266. In this sce However in most cases, a direct dial
all employees, the call should be-for nario, you would need to call each 800 number with a hunt group
warded to one central phone numbeiport and determine which port is would be more appropriate. The hunt
or extension (260 in our case). If 260free on the Data Race serv®nce group, along with RACFwould take
is busy you can setup your Class Of you determine that, you would then care of busy ports by forwarding to
Service (COS) to automatically for need to call the fite and have the next available port on the Data
ward the call to the next port (262). someone forward your phone to the Race server
If 262 is still busyyou continue to ~ Data Race extension you are hooked Although the hunt group method
forward to the last two ports on the into — plus add 1 to that extension. is more intuitive and easier to use,
four-port system, which were exten  For example, if you were dialed  our method of assigning predefined
sions 264 and 266 in our setup. into extension 260, the person in the extensions has its uses. For exam
Notice how we chose even port office would forward your phone to  ple, you might have a switch inca
numbers. The odd port numbers we 261. If you are dialed into 262, your pable of enabling and disabling call
setup as 261, 263, 265, and 267, phone should be forwarded to 263, forwarding using the RACF feature
which are “+1” with respect to the and so forth. (As you can see, using set. (Indeed, our scenario is applica
even numbered ports, 260, 262, 264¢ontiguous numbers extension ports ble only in those instances where
and 266. Basicall\{the even exten  makes it easy to determine which ~ RACF is unavailable on the switch.)
sions are the Line inputs, and the  extension to forward your extension If we had RACF on our Comdial
odd extensions are the Phone inputgo.) If somebody calls your extension DXP switch, we wouldr’have
This setup simplified client setups, and you are not connected to the bothered having someone manually
debugging, and dialup connections. Data Race servethe call will still be  forward our extension to a free port
If your COS doesn’'support mul  forwarded to the Data Race server on the Data Race servdihe RACF
tiple call forwarding, you can also  After a few rings, the auto-attendant features would have taken care of
just create individual dial-up network (voice mail system) will detect an this for us automaticallym
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= Siemens =T 40087 113PM stamps, duration, etc.
RALFFomard — =15 wear 113eE AT Bl DEn
A0NT 3EPE M1 1
H;E.‘:JFFL\!IHH -{-'! AJOST 3 P ] iF |
= AR A7 PM 0 T30 5T =
BooessMo *% —
Esshus Scapt 613241531 | Figure 6. Be There!: A listing of some of the
supported PBX types and the corresponding
ITI I = I RACF functionality. Note how the Nortel 61C
Concal i and other PBXs require a PIN to activate RACF.

In our opinion, RACF restrictions At this point, we had a setup that@nd note the PIN.) th RACF’s abit
are a nuisance. ¥ think the cus worked, albeit in a limited wayNot ity to turn on call forwarding when
tomers should be free to decideontent with a one-port solution, weyou are logged on, and turn if @fhen
whether the switch should be RACF+ook our workaround a little furtheto you are logged &f the caller is
enabled. Furthermore, we believe thabake advantage of the four-port systerassured of reaching either you or your
the advances in securjtgncryption, Data Race had sent us. voice mail box.
and call accounting software and In a 4-port system setup, you have Data Race provided a live demon
hardware have made RACF restricseveral options. ¥ decided to hook stration of this RACF functionality
tions a non-issue. up four extensions to the Phonend its ability to automatically forward

Anyway, thats what we told inputs in each card and four extenand un-forward a personal extension.
Comdial. W& hope the switches theysions to the Line inputs. Each card oifAs previously mentioned, Data Race
release in the future will be RACF-the server contains one Line port, andame to our dice, and we saw first
enabled. And we’re working with themone corresponding Phone port. Fohand how they were able to take calls
to see about enabling RACF on oumore details, see the sidebar entitled/hile on the road.) In their setup, they

own switch. RACF Wrkaround. dialed just one number to connect to
However for the purpose of our their Data Race server inefas. The
work with Be There!, we had to bypassTesting RACF technicians personal extension was

our DXP’s restriction on RACFWhat ~ With RACFE, when you log onto the then automatically forwarded (using
we did was manually forward a statiorserver the server sends DTMF digitsDTMF digits) to the next available port
(149) to extension 261, which we econto the switch telling it which extensionon the Data Race servefrom this
nected to one of the Data Race servéyour own personal extension) to for point, any incoming calls to the techni
modem ports (Phone input). A seconavard, and what the forwarded extencian’s extension in &xas were auto
extension, 260, was hooked up to theion is (port on the server you arematically forwarded to our &€e in
Line input on the same modem card. logged onto). For instance, on a NorteConnecticut! In fact, the technician
Extension 260 was the port we actu61C switch, the DTMF digits to per handled a couple of important phone
ally dialed into when connecting to theform RACF are “61,%2,%1,%3,1.” calls while in our dice. This product
Data Race serverThen, when an The %1, %2, and %3 are parameteris truly remarkable.
incoming call came into extension 149which include the extension to be for
the call was forwarded to extensiorwarded, the extension to be forwarde€all Log And Addr ess Book
261. The Data Race server picked up, and the personal ID (password). We liked being able to enable ordis
the line and “joined” the call (on 261)When you log dfthe Data Race serv able a “verify prompt” when deleting
with extension 260, the port that weer, the server automatically un-for records. The call log could be used for
were remotely logged onto over thewards your extension with the DTMFcall accounting purposes or just used
PSTN. digits “62,%2,%1,1.” (See Figure 6for personal records (Figure 7). The
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CTI1 LABS
address book was good (Figure & L N | |- |

however we preferred using our OWN['F F& ek He
i‘ |2

PIM and address book. Data Race do¢
integrate with other PIMs for dialing,
which is a nice feature.

Hew | Sawe J‘._zalun Help
Call Forwarding . m il Peopie | One Company | All Companies | Humbes of cards | 1
If your home phone line supports cal
forwarding, you can be on the one hom| = Marma ;I

line connected to the fife Data Race e | |
server and you will still receive person - me Biodes

al phone calls to your home phone run{ | Fhine mimisers Company [30-CTI |

ber If you do not take the calls, they| vice *1 (BE0) T45-0480
will go to your corporate voice mail. AT o
All you have to do is call forward the R e T AR R0l :
hone number to yourfide direct num r x
Eer (This is assuming you have DID in PN e N 1 wou T |':T| Spacistet I
your ofice, because you cannot tell youl . wigniight and press «Det= key o { CTIRd
home phone to forward to an extension Ceailnbe: Addrass
Let's say for the sake of illustration,
you're in our state. Here, to call forward| * Slickan hia bution ta the kefl of & -
you enter “72#" followed by the phone| | fmibies o dial il Emad  [ipoodi@xticorn |
number you wish to forward to. In thi
scenario, you could enter “72#" fol Figure 8. Be There!: Address
lowed by “18005555555." However ROOM FOR IMPROVEMENT book, with several tabular

you cannot program the centraficé to Having a jumper-less, Plug & Play BAUENESe) R [<Rele]j| = e)s5
use pauses in the forwarded numbelSA board would be nice. On second
preceded by an extension number thought, considering the trouble we hagvas not sent down the phone line. The
with the Plug & Play PCMCIA card, IVR prompt timed out, we got a hang
Administration make that just a jumper-less card. up, and we had to redialoTavoid this
We found the Be There! server easy to Switching between the dérent pre  inconvenience, we’'d like some sort of
use. For example, maintenance and-secgram interfaces (phone, call log, dataption to make the GUI default to the
rity administration were simple. Userexchange, and address book interfac@)umbers field during dialing. This way
accounts with passwords were easy tequired that you click on theo®ls digits would be properly transmitted.
add or remove. menu, and then click on the desired We'd like to see some caller ID func
The Be There! server and PBX interinterface. Wo clicks. W\’d rather have tionality in the next version, which Data
face is a standard analog telephone lirg@ngle-click icons on the toolbar toRace told us they are working on, as
with class-marked features, just like theswitch between the phone, call log, datavell as some other CTI functionality
office line, even though it may be a dig exchange, and address book interfaceglso, call screening would be nice. If
ital line. If the PBX administrator does Similarly, within the Call Log inter the system had this feature, we would,
not want to allow dial 9 access for longface, we would like to have icons forwhen receiving a call, be able to click
distance or dial 8 for local access, simswitching between viewing incoming,on an icon which would pick up the line
ply ensure that this particular feature iutgoing, or all calls. This would beand play a .\AV file to ask the caller
not class-marked on the PBX/serveeasier than having to click on théew “Who are you?” After playing the
interface line. If the PBX administratormenu and then clicking on incoming, WAV file and recording the persan’
provides dial 8 for local access, theoutgoing, or all calls. name, the system could put the caller on
telecommuter can still make long-dis We noticed, when speed dialing andhold, and play back the callsmame to
tance calls using a telephone credit carthen entering DTMF digits, that theyou via your multimedia PC.
Remember that the Be There! serveifocus” of the cursor sometimes default
resides behind the PBX, with its Called to the Names field. When this hapCONCLUSION
Detail Recording (CDR) and Stationpens, any digits pressed do not get sentBe There! is an excellent product,
Message Detail Recording (SMDR) feaover the phone line, since the systerwhich just about every corporation
tures. All actions taken on the PBX/servthinks you are trying to add a new nameould use. For example, many corpora
er interface line can be logged and morio the phone book. ¥/had to move the tions could use it to implement a
itored by the PBX. The Be There! Servemouse cursor to the Numbers field to beelecommuting option for their employ
also maintains i§ own call record data able to transmit DTMF digits. ees, thereby competing with corpera
base. Billing and call log reconciliation This was a bit of a nuisance. A coupleions that already &dr telecommuting
can be done just as it is currently beingmes we dialed our own IVR and itas a corporate benefitelfecommuting
done, providing a detailed view usage ofsked for a password. When we typedan also serve as a productivity and
all the Be There! lines and who used anthe password, it was typed in the Namesiorale booster
particular line at any time. field instead of the Numbers field, and it With Be There!, you have complete
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real-time access to e-mail, the Internet, ar
your companyg entire data and voice
communications networks. Also, anything
you can do using thefafe phone system,
you can do with the Personal Multiplexer
And, wherever you happen to be, you cg
use call transferconference calls, do not
disturb, and other features. More inpor
tant, when someone calls yourfic#

phone, the call is automatically and trans e
parently routed to your home or remot e
location. Security and call accounting-feg intamit Wcicaial

tures were more than adequate.

Several PBX manufacturers arg _“*H__,,m__.a-
working on creating similar solutions
to Data Race Be There! Multiplexer 1 . i
But why wait? The product is here nowthe Creative Labs PhoneBlaste Eﬁgfgi?ga‘,’,%'g%':ﬁg'f&‘}t&ge
It works great. And it is reasonablyVoiceNet allows you to use existingN[3\d= a1tz &
priced, considering the return onbusiness telephone systems to ma
investment possibilities. and receive full-duplex phone calls,, ..

Incidentally one of our technology edi over TCP/IP networks. S:\/&cgl;l;te;);sgevn;r. t'; ey?nl{ce(r:r? gtnfoctcgrrlﬁ
tors fogot to take home the floppy disk The \biceNet system is basically aplete an dice to ofice call, the chaye
that contained this reviewhich he had gateway Gateway products allow busi is zero, excepting the ' cost of the
planned to finish over the weekend. All haesses to use the Internet as a long-di ternet’connection
had to do was log onto the Data Race-sertance replacement for the traditiona Now, if you dial é number which is
er, access his computeand retrieve the Public Switched &lephone Network routed’ through the Los Angeles gate
Word file. He completed about four hourdPSTN). The ¥YiceNet System con way to, saySan Francisco, the remote
of work, which would have been leftnects to a businesstonventional tele VoiceN'et system in Los An'geles would
undone until Monday if he had beerphone system, but routes Iong-distanol?1cur the cost of dialing San Francisco
unable to access our corporate LAN.  calls over the Internet instead of the{hrough the PSTN. (@&fre assuming
Of course, a standalone RAS servePSTN, bypassing the Iong-distancecalihe remote site Iefs you dial outside
could serve the same purpose, but diders (Figure 9). lines, which it needi’do, depending
we mention that while he was logged Thus, the rationale for the product is) " 'vich of \siceNets s,ecurity fea
on, he also made some phone calls ontlaat it combines the convenience o res are activated.) Regardless, you
Saturday afternoon which were chad phone calling with the tremendous co ay still save your. company mdney
to the company? They were businessavings of voice communication OVelyenending on whether it is cheapér to
calls ... or so he says! the Internet. (As we knaowthe cost of dial San Francisco from Los Angeles

But seriously you can certainly see using the Internet is, in most cases, fhan it is from New ¥rk. Rates will
great applications for this product. Allflat monthly fee. Thus, Internet calls,, ry by region. And some intrastate
of us at CTI Labs were extremelyare not priced according to distance angdl, " (o higher. than interstate rates!
impressed with this product and weduration, as are traditional long-dis '
would highly recommend it to anyonetance phone calls.) NSTALLATION
interested in a telecommuting solution. The concept is quite simple. First yoJ We had a fairly easy installation, and

dial the \biceNet System from anY encountered only one problemeWad
phone. Then, an interactive voice:.,. only P! .
ifficulty getting the voice portion of

VOiCGNEt SVStem, _ response (IVR) system prompts you t e Creative Labs driver to install on
7 \

enter the number you wish to diabof ; .
call travels over the Internet to a seconﬁur Windows 95 machine. The instruc

) o VoiceNet System, and from there tolnc;rt]:l”dt'ﬂgtVrg;acgt'gﬂ\}gftm‘%? tr;]eeedce[()j_to
12831 Lindley Drive your call destination. If you have the

Raleigh, NC 27614 phones at either end connected to thefOM 0 enable voice functionality on
Ph: 919-518-8416 y

- N respective WdiceNet systems via a
Web Site: wwwgueste-inc.com connection.

Of course, the system on the othe Installation: 4.90
end will incur any costs associated wit
VOiceNet, a APl application that connecting to a phone number which i

Queste, Inc.

Documentation: 3.90

runs on Wihdows 95, allows you routed through its PBX system. Fol Features: 4.25

to bridge PBX systems and keyinstance, suppose you have two cerpg GUI: 3.95
systems to the Internet. Designed toate ofices, one in New dtk, the other
work with TAPI voice modems, such asin Los Angeles, and that each has
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this modem/sound card. T - 1 |

We could have avoided this driver
problem had Queste included som
troubleshooting tips for installing the
PhoneBlasteror at least some genera
information about installing voice-
enabled modems. Of course, we realiz
our problem wasn’the fault of the
Queste product, but we suppose prol
lems of the sort will be common during
VoiceNet installations. Thus, Questé
might consider providing information
to help users overcome such problem

But ... no mattelWe got the driver to
work, and the rest of the installation
easy enough to qualify for a 4.90 rating

DOCUMENTATION

We received documentation for ver
sion 1.0. This documentation, which
was in beta form, contained a goo

e Dpliorn lWrekea  Help

B8 #loiwe|kd] Zl=l4]

Local S infarinaton

hﬂﬂ'ﬂm#F“"'w i
kcalsdin [Unied Seaea] =] Land b
u..h.r...l-in'-'? |W5

D] oalh W) el BhOv il ]

v boeamiged 10 Setenian e e

Thiz wiwim
o e ke o | ET

E

[T [ [ Foem

[t [Tursion [ Temanson Nessn

| 0 oy [0 2THUH LR 2pn OGN
0 lecoreng 2L 7 :"Il‘g'] topm  OUHCHED Fae s hisngup &
0 Dutgong  grambey 1395183418 112 DIMIZ Fa endhangp
M iy ey En2e5eD Elidpsn OD00SA Fu dvud by
07 Deigoing  gramksy 13195183478 Ibpe MIZE Fo oo
0 Incomeng  Qrenksy TATRFE Sfga OO Uinasbls b rouls
07 lrcoming el 1SN o  OBHGN Linsbls o ipuls =
P I e i 4+ 1 (i & 11 P N —

table of contents, but no index. (The

documentation was small enough thaRERTURES

an index may be unnecessary

The Basics:VoiceNet enables real-

Figure 10. VoiceNet: GUI display
for an Internet telephony call.

Installation instructions very brief, andtime, two-way full duplex conversa breakups in voice communication.
there were no screenshots in the mantions; uses GSM compression to give Routing Options: You can use
al. All told, we gave the documentationl2-kbps/s throughput; and can chang€oiceNets routing algorithms to send

a 3.90 rating.

packet size to decrease “pops” oyour call to the best available system

ueste’s Internet Telephony Server

ueste makes a Iger version of

VoiceNet. This lager version,
called Internet &ephony Server
(ITS), is a 24-line system that
routes traditional voice trAt from
the PSTN network over the Internet
and company Intranets. (By tradi
tional, we mean that ITS lets eus
tomers use ordinary telephones.)
The ITS is a turnkey system that
operates on the Wdows NT oper
ating platform.

With ITS, you can place a call
over the Internet as easily as you
would place a normal phone call.
You simply pick up your phone,
dial a telephone numbeand
talk. The number is automatically
routed over the Internet to its

destination.

Eventually ITS will be able to
transparently route tra€ over

congested, the telephony server
Intranets, the Internet, or the pub could rely on the public network to

Internet Telephony Server:

lic network, as dictated by the site complete the call. dice quality

administrator If the Internet is
5 CTI™ July 1997

will not suffer. m

Automatically routing calls

over the Internet.
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depending upon user-defined criteriaouting table and decides whether t_
for call destination. (For more informa dial over the Internet or the PSTN.
tion, see the sidebar entitled
DOSA/DISA Option} In addition, net The Call Itself svstem
work monitoring alerts you to points of The \iceNet GUI shows the call
failure on the telephone network andluration, the number called, as well a i
the Internet, and may also provideghe person you are talking to if you have Requlrements
alternate routing to the PSTN when th@rogrammed in a name (Figure 10). )
Internet is congested. We were quite impressed with the ¢Processor: Pentium 133Hi#
Ease Of UseVoiceNets IVR appli  sound quality which was excellent. ~ *Memory: 16 Meg
cation serves as the interface betweefhe compression algorithm used i *Operating System: iWdows 95
the PSTN/PBX and the Internet. Thé5SM, and attains a 12 kbits/s through *Interface: API full-duplex WAVE
product also lets you use speed dialingut. The only problem with the sound (Of course, you also need an Internet
for frequently dialed numbers. quality was that there was an echo ¢ connection.m
Call Restrictions: Access to the our own voice in the handset receiver
System Network can be restricted tdhis is due to the fact that the Creativphone systems for a few hundred-dol
unauthorized incoming or outgoingLabs PhoneBlaster doesriiave echo lars per site.

callers, specific extensions, or to usersancellation capabilities. Since our PhoneBlaster didrfave
without a valid Personal Identification echo cancellation, we wondered if we
Number System administrators canHardware could use the new MediaPhonics

also restrict calls to certain area codes Unlike competing Internet telephonyPhoneRider 33.6 board, which claims

and limit the hours of operation forproducts, WiceNet uses 6fthe-shelf to have echo cancellation (and is

each system server TAPI voice modems, and can be adderkviewed in this issue). ®had no luck,
System Monitoring And Call to existing Whdows workstations. No however We asked Queste about the

Tracking: Administrators can monitor expensive proprietary telephony cardMediaPhonics board, and they respond

the system and track call status in reabr dedicated servers are needed, meagd as follows:

time using an intuitive graphical uéer ing that users can Internet-enable their You will not be able to test with the

interface, which provides a range of

information, including the date, time,

and duration of a call, the callsource

and destination, and the call originasor

name. Log files allow administrators tc

accurately track usage for billing.

OPERATIONAL TESTING
In our tests, we didhintegrate with
our Comdial switch, since at the time

all of our analog ports were either being
used or upgraded. Instead, we tested t|
product by using standard analog lines
The functionality is the same, excep
we didnt dial through a switch.

We loaded the ®iceNet software

onto a Whdows 95 machine that con

tained a Creative Labs PhoneBlaste
33.6k card, a voice-enabled full duple)
modem with sound capabilityThen,

we were ready to dial into this machine
Our call went over the Internet to &
Queste representative, and we wel

able to use a regular phone, as oppos
to a computer microphone.

Making The Call

First you dial into the WbiceNet
machine. After the machine picks up, i
greeting says “Please enter the phor
number you wish to reach or a spee
dial followed by the star keyAfter you
enter the phone numbdahe computer
compares the phone number against i__
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MediaPhonics cat without some Centrex applications using Internet telephony
setup changes. Our softveacurent At first, all we got was an “unable toThe sound quality was excellent.
ly looks for a PhoneBlastesince it is route” error message. &\enabled the However there were a few delays and
the only hadware we have verified. PBX functionality in the PBX settings drop-ofs when the Internet was con
You cannot ty another cad without screen, which adds a “9” prefix. Sincegested. Of course, such problems are
creating a ViceNet.ini file which our Centrex requires a “9” prefix, wefound in all Internet telephony pred
tells the softwae to look for a differ decided to enable the PBX functionaliucts. Increasing the packet size setting
ent driver ty in the PBX settings screen, whichin the software should reduce the drop-
However we have akady tried the adds a “9” prefix. It still didrt’ work. off problem, although it will increase
MediaPhonics cat and have not yet We then decided to disable the PBXhe latency
gotten it to work. \& have submitted a functionality, since we wereh’really Questes Internet telephony server
list of questions to them tesolve the using a PBX, and instead added a “Q&llows users to replace expensive
problems, and we should hear baclkrefix to the number in the “forward tointeroffice leased lines. Users can also
soon. The difficulty that we had was irextension/number” box. That worked.institute toll-free international calling
opening both the wave in and wave oUtirst, a call came into ourditeNet sys between dices. Internet Service
simultaneouslywhich is necessgrfor tem from Queste. The call was therProviders (ISPs) can use the product to
full duplex operation. routed by the biceNet system to ancth offer inexpensive telephony service,
Queste also told us that they are tryer phone number(Our PhoneBlaster and thus set themselves up as an -alter
ing to get the WiceNet software to dialed a phone number in ourfioé.) native to the traditional phone carriers.
work with both Quicknes Internet We answered the phone and could now VoiceNet retails for $395 for a sin
PhoneJack (also reviewed in this issudgalk to the person at QuesteeWrere gle-line version. Enhanced versions,

and the MediaPhonics board. actually having an Internet telephonywhich provide such features as direct
call using an ordinary telephone whichinward dialing and direct outward dial

_ until that call, was entirely innocent ofing to the public telephone network, are
the Internet. The routing and communialso available. A multi-line version

cation was that transparent. supporting two to four simultaneous

DOSA/DISA optlons ROOM EOR IMPROVEMENT calls is also available.

We noticed a bug when we entered

DOSA (Direct Outward Station dash in a phone numbaie removed

Access) humber allows you to the dash and then hit Enter (since th .
dial phone numbers that are external OK button was the default selected-but =
to the far end PBX. The route table ton). However the dash remained. L e
defines how the MceNet system Apparently we accomplished a - "
routes calls. “Cancel” and not an “OK,” even

Local DOSA calls are simply sent though the OK button had the “focus.”] ﬁ,.**
to the site that matched the area This was a bit of a nuisance. Anytime '
code of the number that is dialed. we changed a field and hit Enteve "
Long-distance DOSA calls are reut  lost our changes. ¥/ were forced to
ed to the sites that are defined in click on the OK button with the mouse.
your site list. The area code of the Another minor nuisance was that the e ————
long-distance DOSA is compared to Tab key didnt function properly It
the area codes in the site list to skipped to a field other than the one w Internet Phonellnk
determine which site to which the expected, which is to say didn't go in Telepoint USA
call should be routed.oTcontrol top-down orderSo, we had to resort to 1 47')]1 NE 29th Place
what area codes are allowed on the mouse to switch between fieldss It’
incoming long-distance DOSA possible diceNet was programmed in Suite 103

Bellevue, WA 98007
Ph: 206-867-5700

calls, you just enter the area code Visual Basic. If so, the tab index need: =
the E-Mail: tpinfo@telepointusa.com

that can be dialed from the local site to be corrected (an easy fix).

and associate it with the site As previously mentioned,

Unknown. (According to Queste, VoiceNet system uses GSM compres Web Site: wwwtelepointusa.com

there will be a software enhance sion, which has trouble with DTMF dig

ment to better handle this feature in its. We'd certainly like to see DTMF

a future software release.) compatibility in the next release. (Questdll nternet telephony doednhave to
With DISA (Direct Inward informed us that they are aware of thii make you feel like you're back in the

Station Access) numbers, you can  issue and are working on a fix to allowll 1920s, but it usually does. That is, if

dial any extension on the PBX at DTMF digits. We'll keep you posted.) you've used Internet telephgnyou’ve

the destination site. This provides probable found yourself using a miero
access to anyone at the destination CONCLUSION phone and a pair of speakers attached to
site without having to use the opera We were impressed with the prodthe sound board in your PC, an arrange
tor or auto attendanm uct’s ability to provide actual businessment so reminiscent of an old-fash
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ioned phone — the kind with separatdow to get set up on Internet teIephon_
microphone and speaker — that yollso, a list of Internet telephone servic
may feel tempted to curse the newfanproviders and software products for the
gled contraption. first-time or inexperienced user would svstem
Of course, some Internet telephonye valuable.
setups let you use a headset, which is i
usually connected to the sound boardEEATURES Requlrements
Now, with a headset, conversations are The Internet PhoneLink replaces the )
private, and the sound is clean. But yousual microphone and speakers with ~ * 486 PC (or equivalent Mac);
may feel uncomfortable being tetheredraditional telephone set. In addition, it~ Pentium recommended.
to your computer You may start to provides automatic switching betweer © Half-duplex sound card; full-
wonder as we have, why you canise Internet telephone and automatic tele  duplex recommended.
the good old handset to talk on thehone service. The product also ha *° 14,400 bps modem; 28,800 bps
Internet. You may even start to wondervolume controls for incoming and eut recommended.
why you cart use the same handset fogoing signals. * Internet telephony software.
both Internet and regular POTS calls, * Internet service subscription.
switching back and forth at will. OPERATIONAL TESTING * Standard telephone.
Well, you can. And one product that The first thing we did was to pick up
brings the traditional handset tothe handset of the analog phone to
Internet telephony is élepoint USAs check for the POTS connectiono Be sound. In most cases, you would still
Internet PhoneLink, which provides asure, we had a dial tone. The Internevant to use the microphone and the
connection to a POTS phone jack to lePhoneLink does not need to be powspeakers with the sound card rather
you make or receive regular calls. ered to provide the analog connectiorthan a telephone set. Also, the prodsict’
but it needs it to achieve the switchingbility to make Internet phone calls fri
INSTALLATION function. vate — one of the produst selling
Before we installed the Internet Next, we connected to our ISPpoints — may not be a strong deciding
PhoneLink, we made sure that all théhrough the modem. &/ noticed the factor in a home dite situation. Vé
necessary elements were in placee Welephone set was no longer on the-anavish that we could retain both types of
used a Pentium 120 PC with 24 Mbytetog service and it was being fed fromdevices (telephone set and micro
RAM and Sound Blaster 16 sound cardhe sound card. @/ confirmed this by phone/speaker set) and have an easy
We also installed Internet telephonyplaying a sound (that is, a AV file) method to switch from one to another
software, namelyInternet Elephone on the PC and hearing the sound on theThe Internet PhoneLink extends the
by VocalTec. handset speaker usage of the POTS telephone set to the
Before we connected the Internet We then launched otalTec’s Internet; howeverthe product requires
PhoneLink device, we tested the funcinternet Phone and placed a call fronan analog modem connection to the
tionality of our setup by establishing arour PC to anotherAfter adjusting the Internet to successfully switch from the
Internet call between two PCs. Ousspeaker and microphone gains, w€OTS to the sound card. When the
setup worked fine. W then replaced made contact. The voice quality wasnodem goes 6&hook, the telephone
the microphone and speakers on ormgood (as good as the Internet wouldet is switched from the analog (POTS)
machine with the Internet PhoneLinkpermit), and we had no trouble with oufeed to the sound card. Using another
device. The installation went smoothlyconversation. After we were done withmeans of Internet access, such as a cor
We easily made the connections to theur test, we disconnected from theorate network, renders the device
sound card, POTS line, modem, anthternet, and the telephone set was baclusable since there will no modem
telephone set. in the analog mode. connections and the telephone set will
always be in analog mode. Many busi
DOCUMENTATION ROOM FOR IMPROVEMENT nesses use a network connection to the
Internet PhoneLink comes with a As we mentioned before, the Internetnternet, while others employ schemes
four-page uses guide covering the PhoneLink replaces the microphonesuch as modem sharing. Home-based
installation and operation of the deviceand speakers with a telephone handsdtusinesses, howevenake good candi
This brief guide, which includes anWhile this feature may be desirable fodates for this device, since most of
installation diagram, is sfifiently Internet phone calls, it may be unsuitthem use analog modems to access the
detailed for moderately experiencedble if, for example, you want to play anternet.

users. If all the system elements are in
place, the installation procedure is quit m
simple. No software installation is
required.

The users guide provides hardly
enough information for the novice use
however We would have liked to see
some background information o
Internet calling, available services, ol
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Installation: 4.25
Documentation: 3.5
Features: 4

Finally, we realize Internet PhoneLink
may require power to fefctively switch
between the POTS and the sound card;
however we wish that this device could
achieve the switch without the power
requirement. As many PC users know
there are already plenty of devices on
their desks that need to plugged in,
crowding the outlets. It would a blessing
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if one came along that didnheed
to be plugged in.

CONCLUSION -

If you are a moderate to heavy uscusms
of Internet telephonyand if you use a
modem to connect to the Internet €o

nection, you will find Internet & _ . .
PhoneLink, which allows you to take{ et Eﬁg:g;'1‘0%3%%2%;:2%{5:2?
caIIs_on a regulqr analog phone, a-USE - aids as well as the voice menu
ful piece of equipment. The device | LA, SRS interface for accessing the pro-

easy to hook up and requires no so 4 gram’s menus and options.
ware installation. ¥u can put it to use
in no time, and it does a fine job of
switching between POTS and thg
sound card while delivering goodp®
sound quality

Ve cprSogrieut '] et bl Sl .
TR R PR R R

minimal set up and training. The manual was well ganized, and all
DragonDictate works by analyzingof its components — table of contents,
your speech in both an *“acoustidndividual chapters, index, and trou
model” and a “language model.” Thebleshooting appendix — were well
acoustic model is based on speech-samione. The material on setting up and
ples collected from thousands of peofine tuning the microphone was partic
ple. Sophisticated mathematical algoularly useful.
rithms are used to compare your speechThe tutorials were fun and informa
to the appropriate model. The result isive. They even provided companion
the best acoustic match and a short liship, via an animated dragon (Figure
of alternatives. 11) and a disembodied female voice.
. The language model is based on th@Are we spending too much time with
DragonDKtate analysis of how words are used in docour computers?) Also, multimedia ani
P uments so DragonDictate can distinmated screen cams show you how to
guish between homonyms such as “to,lise important DragonDictate features.
“two,” and “too.” After it applies both  The female voice demonstrated how
Newton, MA 02160 the acoustic model and the languagBragonDictate responded to voice
Ph: 617-965-5200: model, DragonDictate displays the spocommands, such as, “Bring upovd.
Fax: 617-527-0372 == ken word on the computer screen. Begin new document. Dictate mode.
_Mail- i Dear John: New Paragraph.’itWeach
Evgﬂ)ag.itgfm?gggz)s/;;g?m INSTALLATION voice command, you can see Microsoft
We didnt have the CD-ROM version, Word respond by performing the appro
so we ended up installing the diskett@riate function. The female voice also
version. V¢ had to install over eightintentionally makes mistakes to show
D ragonDictate, a speech recognitiorlisks, plus a text-to-speech program angbu how easily you can correct your

Dragon Systems, Inc.
320 Nevada Street

system for Vihdows, Wndows an upgrade disk. The installation wa®rrors.

95, and Vihdows NT converts the uneventful, but it did take a while (30 The tutorials also demonstrate
spoken word to written text. The pro minutes), mostly because DragonDictat®ragonDictates adaptability (Figure
gram is designed for both speed anbas such a lge dictionarySince adding 12). The more you use the program, the
accuracy To speed dictation, the prod DragonDictates word horde enhancesmore it learns. DragonDictatetutor
uct relies on Dragor’'QuickTalk tech the product usability we didnt mind als are among the best we've seen, and
nology, which shortens the pauseswapping all those disks. &\gave the helped earn DragonDictate a 5.0 rating

required between words.oTenhance installation a 4.75 rating. for documentation.
accuracythe program adapts to the way
you talk while you dictate. In addition, DOCUMENTATION FEATURES

DragonDictate is speaker-independent, The documentation included a manuWith DragonDictate, you can:
which means you can start using it withal, online-help, and online tutorials. eDictate, edit, move, and format text
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L=ssons  fpesd.  Help
poe——— TN 0

el K o WTHEE. Yo uReriie s bl ll thes
islgrration il lsame bom your diciakon and fom .
Ay TR Cognition. S oy i » 16-bit sound card.

P — « High-quality microphon_e (included). _ _

you'd nmae any s you's adiing » 32 to 42 MB of hard disk space, depending on which
version is purchased.

16 to 20 MB of memorydepending on which version

Prortamms | ematitn | oo | oatums | is purchased.

*486 - 66 Mhz or highem

Figure 12. DragonDictate: Tutorial

explaining the product’s adaptability feature.

and numbers within your application.which is a quick and handy feature foutility called WINTOREXE. This pre
eDirect what5 happening on your making corrections. gram is a Microsoft Kerneloly, which can
screen by uttering voice commands be downloaded from wwwwicrosoft.com/
(for example, you can activate com Adapting To The Usefs \Woice windows/download/WIN_DPEXE.
mands, pull down menus, or push We put DragonDictate through itsWhen we ran this utilitywe saw that
dialog buttons). paces by having one of our engineerBragonDictate was using 35 to 40

*Create voice macros that turn apeak into the microphone. Npwhis percent of the CPU time. Since we
word or phrase into a series of comengineer has a distinctive way of spealwere dictating a letterwe wanted
mands and boilerplate text thating, so we didrt’ envy DragonDictate DragonDictate to be a little more self
make the system easier to use.  its task of recognizing what the engiish and use more CPU cycles, so both

*Move your mouse pointer to a pre neer was saying. But the test did givéhe accuracy and performance would
cise spot on the screen using Dragouns a chance to see how DragonDictatienprove.

Systems’ patented voice controlleiis able to handle errors and adapt to a As luck would have it (or perhaps
for your mouse, MouseGrid. speakels voice. thanks to great design by Dragon
eLoad Wndows applications by When an error occurs and you correcdystems), there is a slider bar to adjust
uttering simple voice commands,the erroyyou improve DragonDictate’ the “Computational Level.” The farther
such as, “Bring up \&fd.” ability to recognize what you are sayyou slide the bar to the right, the more
*Move the cursor by uttering simpleing. On the other hand, if you do notCPU cycles are used. When we pushed
voice commands, such as Page Ugorrect the errors, DragonDictage’ the slider bar all the way to the right,
Page Down, Ctrl-Home, Home,speech recognition actually gets worseahe accuracy greatly improved, but the
and End. DragonDictate keeps the informatiorlag time between speaking a word and
«Train DragonDictate to recognize at learns about your pronunciation inseeing it displayed on the screen
word not in its dictionary If user files, which should be saved. Théncreased. \Witop showed us that the
DragonDictate cannot recognizefiles are automatically backed up. Sinc€PU usage by DragonDictate jumped
your particular speech pattern, youhe product can maintain multiple useto 81 percent and then stabilized around
can train DragonDictate to easilyfiles, you can have several user files fo80 percent. Apparentlythe greater
recognize the word. different users. number of CPU cycles allocated by the
*Spell out words by using the slider bar is used by DragonDictate for
“military alphabet” (Alpha, Bravo, Speed/Accuracy Tadeoffs more detailed analysis of the words you

Charlie, etc.). DragonDictate claims dictation ratesspeak, and not to increase the speed at

«Store diferent voice characteristicsof 50, 60, 70 (and possibly higher)which the words are displayed on-
in multiple user files. words-per-minute. In our testing wescreen.

«Correct words you've just spoken tostarted dfwith an average of 28 words Although this is fine, we would like
improve the progrars’ recognition per minute. Vith more tests we were to see another slider bar which increas
accuracy (DragonDictate stores upable to achieve 47 words per minutees CPU usage for on-screen display
to the last 32 words you've spoken.)We're sure it can go higher with prac rather than more detailed analysise W

tice and further usage. must admit, howevewe have no idea
OPERATIONAL TESTING We did notice that when dictating,how impractical this suggestion may be.
Number Keypad Commands the words would take a half a second or In any event, when we pushed the

Pressing the plus key on the numbego to be processed and displayed intgider bar all the way to the left, the
keypad toggles DragonDictate on anén application such asdid. Even with accuracy decreased, but the speed at
off — a great feature, especially if a coa pause between words, we found thathich we could say a word and see it
worker approaches your desk and yoDragonDictate would start to lagdisplayed on screen was improved. The
need to quickly turn édictation mode. behind. V& thought maybe our proces Wintop utility showed that CPU time
Pressing the minus key on the numbegor wasrt fast enough. allocated with this setting changed from
keypad brings up the word history We ran a benchmark/process watch@0 percent to 55 percent during test runs.
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opior: Ol RATINGS (1-5)
= icebee Comection Woc Menages Start L)
% [[ = = .[]D:l . .[l ¥ .[T = M Installation: 4.75
e en R - = Documentation: 5.0
[ Dicistian T Fiecognifian T Hot Keys T Usems GUI: 4.95
F :
AN o Features: 4.95
Computation Leael TR .-: e BT
Cancel . .
faster erveat Correcting Recognition Errors
BeTars Help You can correct recognition errors as
Phrasas Cache Sire - — e e | soon as they happen with the Choice
il bi Celau List (Figure 14), which normally
: _J appears as you dictate. The Choice List
; displays words that DragonDictate
B=ckground Hoise Levet 2 thinks you said. Wu need only say
quigl FIDEEys “Choose 1" or “Choose 2" to select the
correct word. If DragonDictate correct
Pause batwaen Words ——— £ ly recognized what you said, you just
=gl o go ahead and continue speaking the
phrases inere i next word. If it doesr’ recognize the
|| word correctly you do one of the fel
- lowing:
Figure 13. DragonDictate: The «Choose the correct word if it
centralized and user-friendly delay’ Figure 13 shows the perfor  appears on the list.
options screen. mance settings. Even with the phrase « Type or spell the correct word if it
cache and performance slider ,bare isn’t on the list.

We found that keeping the slider bar &eel that a faster machine (we used a e« Use Spell mode (spell the word-let
bit to the left of the center was beste WPentium-90) would improve the perfor  ter by letter using your voice).
bumped up the phrase cache, whichmance of DragonDictate. Nonetheless, « Edit a word on the list.
improved performance and helped couryou can still use the product with a slow « Reject the word by saying Choose
teract recognition errors due to the “lager CPU. 10 (the “???” choice) or double-

I A
ragonPro Enhancements For Specialized Needs

Professionals and executives who  DragonMedcovers the emgency insurance, and finance who use a
use specialized terms in their day-room, family practice, radiologynd broad range of specialized terminolo
to-day work can select a DragonPro a wide range of specialties, drawing gy, including the names of compa
module to enhance DragonDictate. on an extensive collection of patient nies on the NYSE, AMEX, and

Each module contains 60,000 carefulrecords, medical reports, journal arti NASDAQ. It also includes interra

ly selected terms, phrases, abbrevia cles, and other documents. It incor tional currencies, investment institu
tions, and proper names in addition tgorates the names of thousands of tions, and bond ratings.

the base vocabularyhese modules drugs, diseases, medical procedures, DragonTechis designed to

contain spelling, pronunciation, and body parts, psychological terms, andstreamline the production of techni

language usage information to abbreviations. cal documents written by computer
increase DragonDictateaccuracy DragonEXTRA! is designed for specialists. It incorporates a broad
and speed. writers and journalists. It contains a  array of computer terminology
DragonLaw, developed with st  broad range of contemporary languagancluding brand names, networking
Publishing, reflects case reports, from news articles and books. It terms, industry standards, publica

statutes, contracts, and other legal includes many place nhames, companytions, common phrases (such as
documents and opinions. Latin termsnames, government agencies, populadrag-and-drop), and abbreviations.
are included. The additional built-in expressions, and slang terms that are DragonXToolsgives you visual
voice commands speed access to thenavailable in published dictionaries. controls (uses VBX) which allow
popular WESTLAV and LEXIS- DragonBusinessds optimized for  you to quickly add speech capabili
NEXIS online research database. analysts and executives in business,ties to your custom applicatiors.

60 CTI™ July1997 Subscribe FREE online at www.ctimag.com



Bl [a pwn psr Fgrem  Joos  Tpee oo Ges

DlciBl@Dlz] &6 o-lo| s

o =] firee

== nlro)4-

(= —— = ORIDICIEeE)| o=

This |:4

This is an inferesting prodoct. 1 om now dectalisg @@xl (o this prognom !

Motice the yoioe mens lacated on rop o The window,

Also, the pack list for choosing the comect word, whelher it7s “his™ or ~=" inthe
pesvioms sentence.

Figure 14. DragonDictate: The
product in action. Note the
choice list (on the top right),

Figure 15. DragonDictate:

Training interface to train new
works or retrain old ones. The

bar on the left indicates how

loudly you are speaking into the

microphone.

clicking on the last choice.
» Train the word, then add it to themacro to other applications where the
vocabulary (useful for adding prop CTRL-N sequence may vary in its
er names) (Figure 15).

which lists “is” and “his.” Also,

notice how the voice menu is
easily accessible and displayed
on top of the Word application.

Adding And Training Words

We added a custom macro whick
performed the equivalent of holding
the CTRL key and the letter “N.” &/
added this to Microsoft Exchange sc
we could just say “Control N” to start
a new e-mail message. Of course, w
could have recorded this macro usin
the words “Begin New Message,” but
we wanted to be able to copy this

functionality For instance, CTRL-N

DragonDictate’s
Multiple Versions

DragonDictatecomes in a vari
ety of editions to address fiifent
user needs. All versions include an
“active vocabulary” in RAM for
fast access, and a 120,000-word on-
disk backup dictionary

Power Edition(60,000 words
active) is meant for professionals
whose specialties have unique and
extensive vocabularies. Power
Edition includes text-to-speech
technology that can read your text
back to you.

Classic Edition(30,000 words
active) is meant for professionals
and executives who require ader
vocabulary and work with a variety
of subjects.

Personal Edition(10,000 words
active for English only) is meant for
users who create many documents
on a particular topic.

DragonDictate Singlesre entry-
level dictation packages. Each
works with one leading industry
application, plus Netscape
Navigator WordPad, and many
Windows accessories. Editions are
available for Microsoft Wrd,
Microsoft Excel, Corel
WordPerfect, Lotus 1-2-3, and
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Figure 16. DragonDictate:
Interface for training/adding
words to specific applications,

or to the program’s main vocab-
ulary for use in all applications.

or Halp, say

Hadp® e preas 1
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Lotus Notes with cc:Mailm

in Word is equivalent to “Begin New
Document.” The Wcabulary Manager
is shown in Figure 16.

CONCLUSION

At first, speech recognition was little
more than a noveltyEarly systems had
small vocabularies and recognized only
simple words. They were, to be blunt,
inaccurate. By nowhowever speech
recognition has much improved.
Whereas early systems relied on discrete
recognition, current products, such as
DragonDictate, take advantage of €on
tinuous speech recognition algorithms.

DragonDictate dérs several advan
tages over other voice recognition
packages we've seen. For example,
DragonDictate has one consistent inter
face across diérent applications (some
programs use d#érent modules for
each application); immediately learns
about the speaker to improve accuracy
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while dictating (some products updatesection.) Overall, installation was good, ¢ Automatically forwards e-mail and

speech information after dictation isand we gave it a 4.80 rating. faxes to any fax machine.
complete and the speech files are e Alerts users of important incoming
closed, or else adapt on correctioMOCUMENTATION messages via alphanumeric/numeric

only); integrates text-to-speech into its The product is simple enough thaand SMS pager naotification.
application (some products simply lackdocumentation is almost unnecessary «Provides folders for ganizing
this feature). We know howevey that there are messages.

Anyone who uses a computer camlways users who would cringe at the Sends e-mail messages to any fax
find practical business applicationghought of using a new product with-lit machine (and takes fax numbers from
for DragonDictate, especially thosetle or no documentation to guide themany touch-tone phone).
who prepare several documents eacho, we took a look at MediaMal' «Uses existing POP3 e-mail clients
day. DragonDictate is a superb speechnline documentation. It was adequatesuch as Exchange, Eudora, Outlook,
recognition product, and we highlyHowever if you purchase the and Pronto.
recommend it. MediaMail serveryou will have access «Supports the following: MIME,

to the online help HTML pages, whichUUENCODE/UUDECODE, POP3,
you can modify and add to as you deerRealAudio 2.0/3.0, SMT,P HTML
Mediamail necessaryOveraII_, the documentation2.0/3.0, SCBus, JavaScript, and IMAP4

ke scored a 3.50 rating. (Q2 1997).

uo1ct MediaMail server software consists
2~ FEATURES of three distinct components:
4 In general, MediaMail simplifies eInternet Message Centewhich
. message access and management. Mdtctions as the Bb-based interface to
Suite 175 specifically MediaMail: all incoming message types from one or
Norcross, GA 30071 « Displays information (via your @b more mail servers.
Ph: 7_7_0_'242'0492’ Fx: 770-242-0159 browser) on message type, sendeate *Media VE which enables inbound
E'Ma": mfo@telme’g.com_ received, time, and message content. delivery of voice and fax messages. (It
Web Site: wwwmediamail.com « Provides a single, central inbox foralso provides for faxback, auto faxfor
your voice mail, e-mail, and faxes.  ward, and pager notification.)

* Allows remote access to all mes eMediaCache Software, which pro
MediaMaiI, an Internet-based uni sage types anywhere there is an Interneides consistency and synchronization

\‘t““““:":\
Telinet, Inc. w1 e
3000 Northwoods Parkway —

fied messaging solution, pro connection. between multiple POP3 servers. (It also
vides a single, central inbox for <Permits retrieval (via text-to- provides integration to your existing
messages of all types, includingspeech) of e-mail text and fax headevoice mail system.)
voice, fax, and e-mail. Furthermorejnformation.
with MediaMail, you can accessSgmm o OPERATIONAL TESTING
messages from any telephone, falbiihhabmbbancllCl IR ActiveX Problem
machine, PC, or \ab-capable device. [asbhitrbubiathoi it We tested MediaMail using two of
The product integrates with standarg Microsoft Intemet Explorer when the more popular browsers to check

; ; M we tried to browse a page with ; - -
Web servers and is compatible withEssaparprares RealAucII::ogfile. interoperability and compatibilityWe
major mail standards.

ActiveX Viewer Mot Installed

INSTALLATION

We tackled only the client-side instal . . )
lation, which wa)s/ easyror the server | | ! The ik B A ke i i s del S oty
side, we let €linet do the work. That is, i i

we had Elinet set up an account on

their server (Thats the beauty of the Embedded object type

Internet — it doesth’'matter where your Exiansian LA

server is located.) All we had to do wa ; :
configure our browser MIME type:  audia/xpr-realaudic-plign

MediaMail uses the RealAudio plug-
in to play back voice mail recordings
as well as a fax plug-in for viewing
faxes. Our computers already had th
“latest and greatest” RealAudio plug
in, so we didrt need to worry about W Atwnys check before displeing this type of object
installing that piece of software. Or sg
we thought. W ran into some snags — .
when testing voice mail playback using |' """ Yes B
Microsoft's Internet Explorer (We'll
discuss this in the Operationa¢sfing
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Your compider does not have an Acinel viewer fior this epe of
objpect Do ywou want to dowrload and instsll an Actived veser
ewdoraticalky?




didn’t encounter any problems with volume slider barAll the other con
Netscapes Navigator however we RATINGS (1-5) trols, including the Plgy Stop, and

werent so lucky when testing
Microsoft's Internet Explorer The
problem involved the RealAudio plug-
in. When we tried to play a voice mail
message stored in RealAudio format,
dialog box was displayed on the scree
warning us that the ActiveX viewer
was not installed (Figure 17).

Documentation: 3.50

Installation: 4.80
Features: 4.75
GUI: 4.75
Security: 4.25

Pause buttons were grayed-out and did
n't work. We tried installing the
ActiveX component again, but we still
had the same problem.8Ne learned
when all else fails with a certain pro
gram, its best to just uninstall it and
start from scratch.

We uninstalled the RealAudio player

We were under the impression that

and tried again. &/clicked on the voice

this particular machine had the latestomponents was finished, we were-pranail message, and received another
RealAudio ActiveX installed (v3.0), sented with a huge RealAudio playewarning regarding the ActiveX viewer
but we decided to click oneé and have which took up the entire browserAgain we clicked on ¥s to install the
the browser install the ActiveX compo screen!
nents. When the downloading of the The only control that worked was thesented with the digital signature screen

ith MediaMail, you can access messages
from any telephone, fax machine, PC, or

Web-capable device. The product integrates

with standard Web servers and is compatible

with major mail standards.

Put Your CTI Articles In Your
Customers’ Hands!

ORDER
REPRINTS
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components. This time we were pre

for ActiveX programs. After accepting
the digital signature certificate, we
were able to play a voice mail message.
When we tried to play a second voice
mail message, howevewe still got the
same “ActiveX viewer not installed.
Do you wish to install the compo
nents?” This was getting old fast.eW
decided to click on No (do not install
components) and uncheck the “Always
check before displaying this type of

TEL.
RESP.
TECH.

2/C
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displayed inline in the browsedn
Figure 19, you can see the RealAudio
plug-in being displayed inline on the
Netscape browse’ voice mail mes
sage is being played back.

Fax

When we sent a fax to our 800 num
ber, the 800 number automatically
detected the incoming fax, and routed it
to a receiving fax board on the
MediaMail server The fax was then
routed to the MediaMail inbox. Just as
with voice mail, the fax quickly
appeared in the inbox.

E-Mail

We set up our MediaMail account to
retrieve POP3 Internet mail, and one of
our e-mail accounts to retrieve Internet
e-mail.

When we sent e-mail to this

Figure 19. MediaMail: A voice
mail message being played and
displayed “inline” on the browser.
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Figure 18. MediaMail: The uni- n |

versal inbox. The main GUI for

retrieving all message types.

object.” After we did this, we didhsee
the error message again.

We had this problem on two &f-
ent machines, each of which was usin
MSIE 3.01 with RealAudio 3.0
already installed. Although this bug is
not Telinet’s fault, we'd like to see
them provide a &Q or troubleshoet
ing Web site to help solve this
ActiveX problem in Microsoft Internet
Explorer

Voice Mail

We dialed our personal 800 numbe
and left a test voice mail message. A
soon as we left the message, we clicke
on the Refresh button on our browse
and the voice mail message was alrea
there — not even two seconds later! O
course, you dom’need to click on
Refresh to update your inbox and cheg
for new messages. odr inbox will
automatically refresh every five min
utes, based on programming in th
HTML code. W& manually refreshed to
see if their was a delay between leavin
a message and having it appear in o
inbox (Figure 18).
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address, it popped into the MediaMai
inbox. Behold — a true unified mes
saging solution! \W could receive

voice mail, fax, and e-mail to one|

inbox.

MediaMail's support of up to three
POP3 accounts enables MediaMail t
retrieve mail from multiple accounts.
This feature is especially useful if you
have multiple ISPs and e-mail
accounts. For instance, one of our eng
neers has MSN, Netcom, ang
Mindspring e-mail addresses. Using
MediaMail, he can retrieve message
from all three e-mail accounts into onée
inbox.

To change user settings, you ca
visit MediaMail's centralized set up
screen (Figure 20). Here, you ca
change your password, edit your -sig
nature file, configure pager notifica

Figure 21. MediaMail: Some of
the advanced configuration
options, including setting up
POP3 servers and fax forwarding.
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Figure 20. MediaMail:

Centralized configuration screen
for modifying user settings.

tion of MediaMail messages, etc. If
you go into current user settings
(Figure 21), you can set up the POP3
server information, as well as other
custom configurations. ot can send
e-mail from within your browser while
taking advantage of MediaMasl’
address book (Figure 22).

ROOM FOR IMPROVEMENT

Better instructions on how to handle
MSIE integration issues would be a
nice improvement. Also, we couldn’
find our personal 800 number any
where in our Internet inbox when we
browsed our MediaMail account. If
you lose track of the phone number
that means placing a call to
MediaMail's technical support. ¥d
like to be able to access the configura
tion screen and see all our account
information, including our personal
800 number
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Figure 22. MediaMail: E-mail mes-
sage interface. The address book
appears in the top right corner.

Internet PhoneJack

Quicknet Technologies, Inc. ;
520 Townsend Stree
Suite D v
San Francisco, CA 94103

: Ph: 415-864-5225; Fx: 415-864-8388
@ E-Mail: info@quicknet.com

- Web Site: wwwquicknet.com

|. | Sesd n-l-'ll-ll B Include Sigrmture & Add s Sers Polder

CONCLUSION MediaMail is an open product that
This is a great product for medium-uses the latest Internet standards and

sized to lage companies looking for aplug-ins. Since this product complieSiilihe battle to make Internet telephony
unified messaging solution. Howeytis ~ with industry standards, we expect it to i & widely accepted standard is being
product is probably a better fit as a valusmprove as the Internet evolves. ® fought on two fronts, the transport
added service which could be provided bivlediaMail’s pricing is determined on aSide and the user side. Although the trans
ISPs or telcos. System integrators, ISVjered licensing model based on volum@ort portion is still inadequate, thanks to
or VARs can utilize MediaMail to create purchases. Starting at a minimuni@oo the Internes speed and reliability prob

custom and vertical market solutions. ~ users, the base price per seat is $69.00lems, the user side is enjoying great
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honeLink/PhoneJack Comparison

elePoint USAs PhoneLink and

Quicknets Internet PhoneJack The Internet PhoneJack is a PC
both allow you to use a convention card (with accompanying software)
al telephone for Internet telephony that works independently from
Both provide good voice quality existing modems and sound cards.
through noise reduction. While it simulates the POTS tones,

The PhoneLink is an external it cannot interface with a POTS
device which interfaces to the soundine. Internet PhoneJack tightly inte
card as well as the POTS line. It  grates with applications such as
requires a modem connection to theVocalTec’s Internet Phone and
Internet in order to switch between Microsoft's NetMeeting and facii
the analog service and the Internet tates call handling and device set
service. Since the PhonelLink is tings such as echo cancellation.
attached to the sound card, all Internet PhoneJack supports tele
sounds are directed to the attached phone sets, headsets, and micro
telephone set, which means you-carphone/speaker connectioms.

July 1997

not use the microphone/speaker set.

advances, with many new products- hit

ting the market. On the user side, one of
the latest dérings is Internet PhoneJack,

a product that provides a POTS-like

interface to Internet telephany

INSTALLATION

We installed Internet PhoneJack,
which comprises an ISA PC card and
associated software, on a Pentium 120
PC with 16 MB RAM running Whdows
95. After we installed the card in an ISA
slot, we turned on the PC and were
pleasantly surprised by theivdows 95
Plug & Play subsystem, which correctly
identified the card and asked us to-pro
vide the driver After we pointed
Windows 95 to PhoneJaskCD-ROM,
the driver was successfully installed.

Next, we installed the Internet
PhoneJack’ application software, which
was on the CD-ROM. The PhoneJack
application was installed and a new-pro
gram folder was generated by the instal

Subscribe FREE online at www.ctimag.com
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Figure 24. Internet PhoneJack: Properties screen

Figure 25. Internet PhonelJack: User screen for

for selecting application options. modifying address book entries.

lation program. Unfortunately the  Speed dial and address book. which contained information about the
Windows NT driver for Internet < Echo cancellation. Internet telephony application and the
PhoneJack was not available at the time * Tuning and set up &ards. record and playback devices. The
of our review but we were told b devices can be set to Internet PhoneJack
Quicknet that it should be available soorDPERATIONAI. TESTING device or available sound card.

The Internet PhoneJack card has portsWe tested the Internet PhoneJack The Properties screen also includes a
for a telephone set, a headset, and wsing \bcalTec’s Internet Phone, whichtab called My Information, which
microphone/speakéi\e attached a regu is normally used over a sound card. Oallows the user to enter his/her person
lar telephone set to the card and immedour LAN, we set up a PC with a full-al information, request new updates
ately heard a dial tone. It was just as if weuplex sound card to communicate witlonline, and register the software. One
had plugged straight into the POTS linethe PC carrying the Internet PhoneJackast tab, called 8st, is used to test the

record and playback devices and -con
DOCUMENTATION The Product’s Interface figure them for maximum &tiency.

Since we reviewed the product dur We invoked the Internet PhoneJack
ing the early beta test program, therapplication from the Start/ProgramsThe Product's Performance
was no documentation for the Internemenu, which brought up the task bar We placed an Internet Phone call
PhoneJack. Howeveat the late stages (Figure 23), the applicatian’herve cen from the other PC with a sound card.
of our review we were given a sneakter. From here, you can customize th&he telephone set on our test machine
preview of an early version of theapplication, make or receive calls, adjusbegan to ring, indicating an incoming
usefs manual in HTML format. W the echo cancellation, etc. The task barall. The voice quality was very good,
found it to be thorough and complete. lalso includes a Ward button, which we and it felt as though we were usingfeg
will be available in print format with used for setting up the application tailar telephone service.

the released product. work with \ocalTec’s Internet Phone. Next, we reversed the process and
Internet PhoneJack can work with threenade an outbound call from the Internet
FEATURES different Internet telephony programsPhoneJack. & chose the Dial button
 Plug & Play installation. VocalTec's Internet Phone, Microsadt’ from the task barwhich presented us

« Complete access to all the modulebletMeeting, and “Othérwhich is used with the Speed Dial screen. At this
and set up screens via the Interndbr applications such as Net2Phone. point, we decided to add the destination
PhoneJack application task bar We then clicked on the task Par PC to the address book.eWplanned to

e Support for multiple Internet tele Phone button, which brought up eacall the PC laterand wanted to make
phone applications. menu, from which we selectedcalling as easy as possiblee\dtded the

e Support for telephone set, headseBroperties. The Properties screenew entries through the Internet Phone
and microphone/speaker set. (Figure 24) included an Options tabUser screen (Figure 25). Since the PC on

arvens (G 1 @rwraran Internet PhoneJACK 2 Ly A E
Figure 23. Internet PhoneJack: The task bar, which is the application’s nerve center. ™
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System
Requirements

* 66 MHz 486 PC or Pentium.
*16 MB RAM.

e Windows 95.

« Internet telephone service.

CONCLUSION password protected, and calls were
Internet PhoneJack provides remarkiaken even if the line was busy
able voice qua“ty (through echo can Then came the recent InnO\./atIOI’]S. n

cellation and enhancement techniques§omputer technologynd the voice mail
integrates well with popular Internetmarket exploded. New products
telephone applications, and localize@ppeared from a variety of companies
voice processing. Couple these featuréditdoing each other in voice mail capac
with Internet PhoneJack’ smooth ity, capabilities, and features. The voice
installation, and you've got a superiofmail system of today is usually a PC
product that brings us one step closer tith speech cards.ypically, the soft
consumer-quality Internet telephony Ware for the voice m_all application runs
The product has other strengths. Fg?n & popular operating system such as

example, Internet PhoneJack can:

Windows, DOS, UNIX, or OS/2.

our LAN had a fixed IP address, we e produce a full range of POTS tones One of the latest voice mailfefings

defined the new entry with its associate@ring tone, dial tone, DTMFetc.).

is available from &lephone Response

IP address, assigned an extension, and> work independently from existing Technologies, Inc., which has released

finally added it to the address book.  sound cards.

CommPoint. Operating on the recently

Dialing our destination PC was as « accept telephone set, headset, é¢leased Widows NT 4.0, CommPoint

easy as picking up the phone andhicrophone/speaker connections.

is designed to exploit the inherent

choosing our recently added entry or We look forward to Wadows NT sup ~ client/server model of Vddows.
dialing the extension (123). Theport for Internet PhoneJack. CurrentlyCommPoint dfers a flexible and pow
address book can also be used to firtthe product has a list price of $199.9%rful method to set up and administer

users who are registered on théor its Windows 95 version.
Internet telephone service proviter
system. For example, foro¥alTec’s
Internet Phone, the persesninternet
phone address can be used. This fe
ture is extremely helpful in locating a
person, since no matter where the-pe
son is, as long as they are connected
their Internet telephone service, thei
name will be registered and accessib
to other callers.

Although we had not planned to tes
two Internet PhoneJacks, we decided 1
do so to check the voice quality i
between the two devices. As it turnec CommPOInt
out, the voice quality in this set up was
very good. Indeed, we practically for
got we were using Internet telephony!

One final implementation of
Internet PhoneJack that we would like
to mention is its application in aél/
calling scenario. The Internet
PhoneJack can be connected to a-cor
pany's PBX (since it simulates an ana
log line) on which extensions can be

COARIPOINT

VS

Telephone Response
Technologies, Inc.
1624 Santa Clara Drive
Roseville, CA 95661

E-Mail: trtsales@trt.com
Web Site: wwwirt.com

voice mail throughout the company or
the enterprise.

INSTALLATION

You can order CommPoint as a
turnkey server or as software. If you
select the turnkey option, you will
receive a server PC, speech cards, and
the software all installed and config
ured, ready for immediate setup and
deployment. If you select the software
option, you will have to set up a PC
with Windows NT 4.0 and install the
speech card(s), in addition to installing
the CommPoint software.
Also, you may need to add the PC
to your companys network. Vith
CommPaint, you can opt for a basic LAN
configuration (single server) as well as an
enhanced LAN configuration (multiple

Ph: 916-784-7777; Fx: 916-784-7781 servers). In either case, you'll need to be

well acquainted with \Mdows NT and
basic networking principles.

The CommPoint system we received
from TRT was pre-configured with all

set up to receive calls when a us
browsing the Wb calls in via the
Internet. This set up provides immed

ate support for the caller

RATINGS (1-5) |

Documentation: 4.0
Installation: 4.9
Features: 4.7

GUI: 4.9
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since it replaced standalonenstalled. In our system, a single PC

answering machines. At first, voicewas the port server (the system which
mail systems were fe#fred exclusively carries the speech cards and the-soft
by the switch and PBX companiesware to run them) as well as the admin
These systems were usually marketedtrative workstation (which contains
as add-on products, and they integrateglich modules as the mail administrator
well with existing phone systems. and the port administrator).

The benefits of voice mail were obvi  The PC was a Pentium 120 with 32 MB
ous from the beginning. Administratorsof RAM and 500 MB hard drive running
could manage a compasymessaging Windows NT 4.0 Wirkstation. It included
needs from one central location ané D/41ESC Dialogic speech card, which is
allocate voice mail accounts to newa 4-line SCSA speech card with LSI line
employees on-the-flyMessages were interface, and a network interface card.

Subscribe FREE online at www.ctimag.com

evmce mail has come a long waythe hardware and software components
i



) few lines were missing from a couple
Installation:  NA of sections. W attribute these small
Documentation: 4.5 oversights to the newness of the proc
GUI: 4.9 uct and the manua]s.
T We could not find the PBX And
Features: 4.75 MWI Integration Guide, which was ref

erenced in several sections of the othe
We turned the PC on and set it up tonanuals. Also absent were manuals fc
join our Windows NT network over recorder application and the system’
TCP/IR Then we plugged in two reporting capabilities. According to
extensions from our Comdial DXPTRT, these guides should be availabli
PBX into the D/41ESC Dialogic by the time this review is published.
speech card. A quick reboot and the
system was on the network and c¢onFERTURES

nected to our PBX. * Native 32-bit Whdows NT 4.0 sup
port.
DOCUMENTATION « Client/server architecture.

Our CommPoint system arrived with ¢ Scales from 4 ports to very ¢gr
three manuals: the Installation Guide; theystems (thousands of lines).
CP/Mail And System Administrate * Up to 96 ports per PC-based por
Guide; and the CP/Script guide. All ofserver
these manuals were concise, welleer ¢ Support for analog, T-1, and ISDN
nized, and complete. They includedRI lines.
many “how-to” instructions, and were < Remote maintenance and monitoring
amply illustrated with screenshots. capability

gestions. If you have any
Feedback, we encourage
you to send e-mail
(editorial@tmcnet.com),
or snail mail (CTI,

1 Technology Plaza,
Norwalk, CT 06854).

Subscribe FREE online at www.ctimag.com

m We noticed that a few page number
were referenced incorrectlgnd that a

System
Requirements

The port server has the following
minimum requirements:

» 80486DX/120 PC. (Pentium 100
or faster highly recommended.)

» 24 MB of RAM. (32 MB highly
recommended.)

*12 ms hard drive with 40 MB
free space for CommPoint soft
ware. (Additional free space is
necessary for message record
ing.)

* Windows NT 4.0 V@rkstation or
Server

« Dialogic SCSA speech card(s).

The administrative/user server has the
following minimum requirements:

* Windows 95 or Vihdows NT

* 16 MB of RAM. m

S Y S [
We at €TI™ magazine
invite our readers
to contact us with com-
ments, questions, or sug-
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» On-line diagnostics and reporting. mail/auto-attendant system. It providesnanagement of the voice mail accounts
e Handle and route in-bound callsone-call “follow-me,” multiple person and caller interactions.
based on incoming line, ANI, or DNISal greetings and attendant support, The CP/Mail module is administered

information. auto-day/night mode, multiple comypa via the Mail Admin module, which we
* Internal Dialogic SCbus switching ny/department support, distributionused to add a mailbox to our system.
fabric. lists, flexible mailbox profiles, The Mail Admin program started by
novice/expert modes, and customizedsking which server we wanted to be
OPERATIONAL TESTING mailbox call-answering steps. connected to. (This request shows the

We concentrated on CommPaintiost ~ The CP/Mail system consists of theroducts client/server architecture at
important modules: CP/Mail, C®¢ript, server portion and the administratiorwork — CP/Mail can be administered
and CP/QueryWe also examined the module. The server portion comprisesemotely or centrally
products remote administration, notifi two programs, MailSerexe and We found that the CP/Mail adminis

cation, and reporting capabilities. Vmail.exe, which are usually includedtration program describes a hierarchy
in the application startup list of the portSystem level administration is followed
CP/Mail System manager The server modules provideby company level administration and,

CP/Mail is CommPoins voice access to the port manager as well dmally, by mailbox level administration.

I e
onnecting CT Systems to PBXs: A Tutorial

BY CHRIS BAJOREK, PBX CONNECTIVITY PROBLEMS of CT systems to recognize the types
TELEPHONE RESPONSE TECHNOLOGIES, INC. We can distinguish between two  of calls it is receiving as well as the
levels of PBX connectivity problems. ability to command message waiting
COmputer-teIephony (CT) systems Accordingly, we should use two dif  lights on your extension phone to go
— such as voice mail systems, ferent terms to describe these prob on or of. For example, say a caller
auto-attendants, ACDs, and IVRs lems. In this article, we use PBX has entered touch tones requesting a
— are usually connected to phone interfacing and PBX integration. transfer to your extension, “555.” The
linesbehindthe PBX or phone sys Since many people use the term PBXauto-attendant system performs an
tem. In other words, the lines goingintegration loosely — using it to refer unmonitored transfer to your exten
into CT systems of this class are to PBX connectivity problems gener sion (that is, it transfers your call and

extension lines. Moreovgethese ally — we should confine ourselves immediately hangs up so that line is
lines are just like the lines that ter to the more rigorous definition to free to handle another incoming call).
minate into standard desktop avoid confusion. However you are not at your desk.
phones. PBX Interfacing refers to the need So, the call is transferred back to the

When it is connected to a PBX of CT systems to adapt to the specificvoice mail system so the caller can
in this way a CT system can freely call progress tones and line takedowrleave a message.

transfer the calls that it processes signals that any given switch uses. Proper PBX integration allows the
to any telephone extension ser For example, when you pick up your CT system to know that the caller is
viced by the switch. Furthe€CT local PBX extension, the “dial tone” being bounced back to the auto-atten

systems of this class often give  you hear may not be the Bell standardant from a failed call transfer to
callers an option to connect to a dual tone pair (440/660 Hz). In many extension 555, which means the caller
live agent. switches, it is a single tone; in others,does not have to re-enter your exten
Unfortunately connecting the CT it is a diflerent pair of tones. sion. All the caller hears is four rings,
system to the PBX it sits behind is Other call progress tones that may signaling that you are not at their
often difficult. The main problem deviate from Bell standards include desk, then a click, and then a “Please
is a lack of a single unifying stan ring-back, busyand re-order signals leave your message at the tone”
dard for how to communicate with as well as the tone or tones generategrompt.
the switch — almost every PBX by the switch to indicate caller dis But what if the CT system sitting
vendor has its own proprietary connect. Here' the problem with behind the switch is not well integrat
method. So, every CT equipment these non-standard tones: all CT ed with the switch? Performance can
vendor must perform the arduous equipment has to be trained to recog suffer. For example, call transfers
task of learning how to interact nize these dférent tones. In other may be processed slowly or not at all.
with each switch. This turns out to words, CT systems must be pro Also, your voice mail system may not
be one of the most significant bar grammed to handle the tones for eactknow” which line is calling or what
riers of entry into the voice different switch, and there are hun  kind of call it has just answered,
mail/auto-attendant market for dreds of switches. causing the caller to re-enter informa
manufacturers. PBX Integration refers to the need tion (an extension, for example) that
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System Level: We selected our distribution lists 7
Local system and were presented witthrough a list ID.
Information window The Notification
(Figure 26), which lists companies inwindow is used to
the system. Of course, this is a virtuasetup the Message
list. Company names could very wellWaiting Indicator
be departments or just groups of mail(MWI). The House-
grouping.keeping tab pre
Companies can be added and removestnted us with

the System

boxes in some logical

from this window

The Settings tab is used for settingrol the start

Corngparess | Settegn | Dinbosion Litts | Holboasen | Houes pepng | Siasies |
i1 of compiany ba be opered o crasied

N

PR
TRT

Figure 26.

of available

companies in
CP/Mail.

a window to con

CommpPoint: List

global parameters for CP/Mail suchand stop times of
as maximum number of companiehousekeeping
and maximum number of total mail functions. House-

boxes in the system. The Distributiorkeepingfunctions
Lists tab catalogs all system-wideinclude deleting

had been entered during an earlier
part of that same call.

SOLUTIONS
PBX Interfacing Options
How do you characterize call

Most voice mail systems use one ofVoice Technologies Group and
three techniques to “hook up” to any Calista sell external boxes that trans

given PBX: In-band integration,

SMDI, and proprietary integration.
Thankfully, with SMDI and external
translation boxes from Calista and

progress tones that deviate from Bell Voice Technologies Group, much of
standards? One way is to use a utilitythe lager-switch market can be cov

provided by your voice card vendor
One such utilityPBXpert, from
Dialogic, allows you to set up a PC

ered. A significant ébrt remains for
handling in-band switches.
In-band integration refers to the

with one of their voice cards, hook upability of a CT system to determine

the card to two PBX extension lines,
enter a few parameters into the pro

information about the call by listen
ing for in-band DTMF digits at the

gram screens, and tell it to run. It usesery beginning of each call. For
both lines and places calls from one example, a voice mail system hookedand control specific switch opera
to a hypothetical PBX using in-band tions from a computer-based sys

extension to the othecreating condi
tions like busy and ring-no-answer
all the while recording the tone fre

integration might see the DTMF
string “2*123#” and know that the

late serial SMDI protocol to emulate
digital feature sets for lger switches
(Definity, Nortel, etc.) — an attractive
integration alternative to more expen
sive SMDI integration options for
these switches.

Proprietary integration refers to
the links provided by PBX vendors
to their own switches. Such links
are at least as functional as SMDI.
Open Application Interface (OAI)
links are ofered from all major
PBX vendors as a way to command

tem. In some cases, the performance
and degree of control you can get

quencies and cadence patterns. Whenall it has just answered is an internalising these links is superior to other
done, it produces a TSF (tone set filerall (“2”) from extension 123 and
know it can immediately prompt the implementing proprietary solutions,

that the Dialogic speech card driver
then uses to transparently provide
very good PBX interfacing for your
CT system. A very cool feature.

In the case of TRs high-density
CommPoint for NT voice mail pred
uct, as of this writing, Dialogic has
just entered into Beta with this utility
under Wndows NT (the DOS version
works well and has been in produc
tion for quite a while). By the time
you read this article, the production
version may already be available.

PBX Integration Options
How do you eiect PBX integration

caller for their password instead of
having to ask them to enter their

mailbox number before logging in.
In-band switches tend to be of the

methods. ©® save valuable time in

Dialogic makes a product called CT
Connect that provides a common
APl as a means of controlling and
integrating to a wide variety of

hybrid key system and smaller switchswitches and ACD systems that use

variety.

SMDI (Station Message Desk
Interface) refers to an out-of-band
method of sending this same infor
mation over an RS-232 serial port
instead of using in-band DTMF
tones. Moderate to very & switch
es tend to use SMDI, including
Centrex service &red by telephone
company central @ites. As with in-

for the many switches that exist? Sincéand integration, SMDI is bi-direc

many PBX vendors consider integra tional to enable message waiting to

tion details proprietarythe simple
answer is “one switch at a time.”

Subscribe FREE online at www.ctimag.com

be turned on and bfor any phone
system extension. As a side note,

CSTA or proprietary integration
links.

Telephone Responsechnologies,
Inc., founded by Chris Bajek and
Norm Rees, developed its first soft
ware tools poduct, INTELESYS, in
1986. In 1992, the compangleased
ProVIDE, its second-generation tools
product. In November of 1996, TR
announced CommPoint foridows
NT. CommPoint is scheduled to begin
production shipments during the sec
ond quater of 1997 m
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unnecessary files, removing mes
sages marked for deletion, and otheg
cleanup tasks that are usually carrie
out during of-peak hours. The
Statistics tab displays some basi
usage statistics for the entire systen
The Reset button is used to clear a
displayed figures and reset to zero.
Company Level: Back on the
Companies tab, we looked at the entr
called PROFILES . This entry cotre
sponds to a group of mailboxes that af
template accounts used in creating ne
mailboxes. A list of PROFILES
mailboxes are shown in Figure 27.
The AUTO_ATTEND and SAN-

DARD mailboxes in Figure 27 are ere
ated the same way as other mailboxe
but they are used as templates for re
voice mail accounts. ®wanted to cre
ate a new mailbox 164 in the TR
group, so we double-clicked on the
TRT entry and got to the Compan
Information screen. This screen allow:
company-level administration of
CP/Mail. The Mailboxes tab lists all

Subizciber mailbiog .'||.'-|I'I'|ir'|i2-|1-'||||1l'| 164

Ouschals | Coll nsweirg | Follow Me | Mothication | Maibox Profiie | Malbox Seitings
Distsbution Lists | Folders | Messages Lt | Oplions | Dutdil sestriction | Statistics
[~ Maamums
e E | fodn o
Cal arwwsing steps |10 Notications b
| Distibssontets 10

7~ Iribscouanil i e 1 i~ Olutsonuird s s
thmmb:l-'ﬂ_ mege Flulu‘-u.nhiT msgs
CAET o [0 dun
Hmhﬂﬂﬂl? P le&ﬂlﬂf o
Paswod Petsonal geeetings |

Figure 29. CommPoint: Limits bl marrsem: berigth |3‘1 P

screen showing maximum limits
for mailbox 164. _ May have [2 g

[ ok ] came | o0 | hee |

available mailbox accounts. Mailboxes

can be added, removed, and modifiediere from the _PROFILES_ accountdVe would have preferred that the
from this screen. The Information mail that we had visited earlidMe added the Create button bring up a dialog box
boxes tab contains mailbox accountaew mailbox to the list of existing mail asking for the new entror at least a
that store and play messages to th@oxes. Figure 28 shows a snapshot ofiessage explaining why CommPoint
callers. These accounts are managéde mailboxes in the TRcompany did not take any action.
the same way as the regular mailboxes. One drawback to the create proce Mailbox Level: By double-clicking
We clicked back on the Mailboxes tatdure was that we had to enter the newan the 164 mailbox, we entered the final
and clicked on the Create button to adchailbox account in the field above thdevel of CP/Mail administration, the
a new mailbox. A dialog box appearedist of mailboxes before clicking on themailbox level. There were, as usual,sev
to confirm the addition of mailbox 164 Create button. Otherwise, nothingeral tabs available to customize and
with a combo-box field for the mailbox would happen. This procedure applieadminister this mailbox (Figure 29).
profile. The entries of the combo-boxin several other CommPoint screens. Continued on page 81

CovewrwPiolle |  ComparySeilegn | LUmds | Shstisie ConparyFiclie |  CowearwSetiegn | Limis | Seaess
e | iomsovnstoes | DuisbuonLan iz | dmsionmstoss | Paisbenies
D of praailiocee 4 b ol 9 cauitind 0 i rallas b b oyaed o G edlind
| |
AFTEAHOUAS (I WOCEMAIL 100 i
ALITO_AT TENE i g i
LG B 15E & 57
CUTSIDECALL 154 g 5w
PRASLEGED =] £ 5
BESTRICTED ] il
SHLES -] i 52
SEMACE . . o] 57 S TS Tl . -
STAMDAAD Figure 27. CommPoint: List i & GENER Figure 28. CommPoint: List
of _PROFILES_ mailboxes of mailboxes available in
used as templates. the virtual TRT company.
Qpen I fpen | Create | e | Elldull'l!n-llt]
[k | coes | | e
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Continued from page 72 (T -] way is via the X-10 MWI system,
Many of these options can be access{ . ... which requires an X-10 serial controller
and modified by the owner through th¢ Dt R W and one X-10 module per MWI user.
telephone set (TUIl interface) or the soor] T The X-10 control signals are propagat-
to-be-released WIinVM application. A[ =& E E E ed over the AC power lines.
TUI (Telephone User Interface) allows Fibbandais 5 B On a PBX, the best way of notifying
the user to modify many aspects o ""'“"I E— the user of a new message is by flash-
his/her mailbox using the telephone set ing the MWI light on the telephone set.
This is achieved by sending the appro-
CP/Script And CP/Query [ Gorigan | husoen | priate signal to the PBX to flash the

CP/Script offers sophisticated admin
istrators a flexible, Basic-like scripting
environment for call control and IVR

voice mail light on the desired exten-
sion. CommPoint can transmit this sig-
nal to the PBX through a modem inter-
implementation. CP/Script applications faced with a PBX port. This is setup
can be extended with externally written using the in-band integration program
programs or procedures. the CommPoint server. From this sectFigure 31).

The CP/Script module, which isond PC we invoked CPCLIENT.EXE We would have liked to see this capa-
reached via the Script step of then the CommPoint server whichbility achieved through the speech ports
CP/Mail's Call Answering module, installed shortcuts to the administratioras well. However, we were told by TRT
comprises several command groupsitilities residing on the CommPointthat MWI was not implemented this
including Query, Variables Declaration,server. After the installation was com+way since the ports were too valuable to
Flow Control, Telephony Control, plete, we configured the securitybe occupied by this task when an inex-
Play/Record Control, and Test. between the two systems so that wpensive modem could perform the job.

While CP/Script offers a powerful could access the CommPoint servelVe half-heartedly agree but still would
programming language, the CP/QueryVe were able to run the Port Monitorlike to have that option available.
modules extends the CP/Script comPort Admin, and Mail Admin programs
mand set by letting users access arfyom the remote station, thereby gainReporting
ODBC-compliant database via imbeding access and control on the Data from the running system is
ded SQL queries. Supported databas€ommPoint port server. gathered by the Report Agent, which is
include all popular DBMS systems We applaud TRT for implementing ausually launched by the Port Server
(Sybase, INFORMIX, Oracle, Microsofttrue client/server technology for theprocess when the system is started.
SQL, Microsoft Access, Paradox, etc.). CommPoint product. We believe thafigure 32 shows a snapshot of the

Database interaction is aided by théhis architecture should be one of th&eport Agent as it collects data.
Database Gateway, which must beop deciding factors when shopping for To create reports from the data gath-
installed, configured, and run for dataa voice mail/auto-attendant system. ered by the Report Agent, the Report

Figure 30. CommPoint: CP/Query
Database Gateway screen show-
ing real-time data.

base access. The Gateway screen Wizard application must be used.
(Figure 30) displays the status oNotification Several types of reports are available
CommPoint's ODBC connections in CommPoint can notify users thatfrom Report Wizard. We wanted to get
real-time. new voice mail has arrived in twoa report on the ports’ activities, so we
ways. One way is via CP/Notify, whichlaunched the Report Wizard applica-
Remote Administration provides for a desktop MWI (Messagdion, chose Port Configuration Report,
We set up a separate Windows NTWaiting Indicator) on a user’s Windowsand defined a time period. In response,
4.0 workstation on the same network a85 or Windows NT client. The other Continued on page 150
I ® Aepost Agent
lcala | Whocdern el | P F o mreates | Agent
Marss ol e WA charrad  |Piew CilW1
4 B0PM Clearsg iepoi dalabass :l
D tvmbuch [0 = G244 D0PM FINESH - Dglabsgan wpdale compiste
rreatan = aachad Eggaﬂg?ﬁﬂﬂﬁlmﬂmw
- P ot datshans
Harsrssion spoed [0 3] G253 36PM Uipdaling post servers
T (53 37TPM Updaling post berver Local®
0253 398 Updaling msd ssivee:
Shop i 1 -] 053 39PM Updating miad serveer Local®
CE5358PM Lipdating cale
Py e = CE35EPM Houpskiseping
LR 5PN Dlaang o dalabaen
CRE3 5P FINESH - Dslabase update complets =
Deday bebween ool |"?-"1 i
Figure 31. CommpPoint: In- i Figure 32. CommpPoint: Report Agent
band integration screen screen while gathering system data.

showing modem parameters.
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Continued from page 81 tries to ring the extension. If the extenand powerful scripting language
the Report Wizard produced a detailedion cannot be reached (busy, no answéCP/Script) as part of the product offer-
report (Figure 33). etc.), the caller is passed to CP/Mail fomg, we think it would be worthwhile

additional call handling steps. for TRT to consider adding VBA to its
ROOM FOR IMPROVEMENT The unmonitored transfer, on theoffering. Such an addition would take
Switch Integration other hand, transfers the call to theadvantage of VBAS popularity.

During our tests, we noticed thatdesired extension and drops the line,
when we hung up on the auto-attendamiausing a PBX re-enter into the auto©ther
before giving it a chance to transfer thattendant rather than the voice mail if CommPoint’s help screens left a lot
call, the port that was handling the calthe extension transfer fails. Obviouslyjo be desired. Although online help was
would remain busy indefinitely. After the monitored transfer has a cleaavailable for most of the windows, the
checking with the Port Monitor, we advantage over the unmonitored trandielp screens were usually too brief.
noticed that the port would go on arfer. However, it ties up the port until theThere were also a few screens such as
endless cycle of auto-attendant andall has been handed over to the extethe Follow Me screen which did not
general mailbox without ever beingsion or the mailbox. offer any online help. We look forward
released. The only option at this point If the voice mail system could be inteto a more complete help facility for
was to unplug it from the PBX. grated with the PBX, an unsuccessfuCommPoint.

Perplexed, we called CommPointunmonitored extension transfer is fol- Occasionally, the CommPoint server
support, which told us the problem wagowed up by the PBX re-routing the call towould report low resources. Calling
a poor interface between CommPointhe correct voice mail bypassing the autacommPoint support revealed that the
and our Comdial DXP PBX. (Please seattendant. In this scenario, the port iReport Agent was the culprit, and that
sidebar on page 70€ennecting CT released when the call is passed to thehutting it down resolved the problem.
Systems To PBXs: A Tutorjalhe PBX PBX, allowing the port to service otherWe were told that TRT is correcting
could not correctly communicate to thecalls (again, see the sidebar). We wisthis problem.
port that the line had been dropped, antthere was an easy way to integrate Finally, the following items were
thus the port could not release the line€CommPoint to our Comdial DXP so weunavailable in the product’s current
We were told by TRT that the PBXpertcould take advantage of unmonitoredersion, but we were told by TRT that
utility currently in Beta by Dialogic extension transfers. We can only hope thatork is underway to eventually inte-
would alleviate this problem by learn-one day PBX/voice mail integration will grate them into the product: complete
ing the PBX signals and using them tdoe automatically set up when the PBX isinified messaging including groupware

correctly interface with the PBX. connected to the voice mail system. integration (such as Microsoft
Another problem related to poor com- Exchange integration); fax capability;
munication with the switch involved Customization intelligent call queuing and basic ACD

extension transfers. CommPoint allows It's always a big plus if Windows functionality; and Web integration.
for two types of extension transfersapplications can be customized via the
monitored (which is the way we set it uphighly popular VBA (Visual Basic for CONCLUSION
and unmonitored. The monitored transApplications) programming language. CommPoint is a true client/server-
fer instructs a port to hold the line as itWhile CommPoint features a flexiblebased voice mail/auto-attendant applica-
tion utilizing the power of Windows NT
4.0. By design, it allows for a scaleable
voice messaging solution from the small
company to the large enterprise. The
CP/Mail module allows for precise voice
mail and auto-attendant implementation,
while the CP/Script module allows the
more sophisticated administrator to
design a powerful and flexible system
tailor-made for his/her company.
CommPoint’s remote administration

Emmmﬁint Port .ﬁ.ftivil.g Dietail ReEurr. |

Pait Server CP SYSTEML
Pairt: dexsBICI
Eaim: AN 487

E
E‘
|

ok m E._'. ——1 and monitoring capabilities are superb.

We also liked the product's reporting
and query capabilities. With some
moderate improvement, we feel that
CommPoint can become a heavyweight
contender in the voice mail/auto-atten-
dant marketm

Figure 33. CommPoint: Port
Activity report generated by
Daier 471557 Report Wizard.
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