Test Drive

system, which starts at $3,595, shoulVorkstation 4.0, included no other
appeal to small and mid-sized organizanstalled boards. We connected the power
tions, as well as a range of users froraupply to the board and powered it up.

the uninitiated to the sophisticated. We attached the supplied cable to the
board and attached the Telco 50 end of
INSTALLATION the cable to a breakout box which pro-

_vided for twelve RJ-11 ports. The first

AltiServ is usually set up by integra §9ur ports on the breakout box were

tors, so end-users needn't build the sy
tem from scratch. Since we chose t
assemble the system ourselves, o
AltiServ arrived in pieces. In fact, the
product arrived in three boxes. The firs
box we opened contained the softwar
and the manual; the second, the teleph

hus allocated to trunk line connec-
ons; the remainder of the ports were
allocated to extensions. We connected
wo POTS lines and two telephone sets
o the system. (By the way, the
uantum board also includes interfaces

AltiServ
System

e ‘ : . r music-on-hold and intercom.)
ew? ny board and the board’s cables; and t 8 . .

AltiGen Communications, Inc. third, the board'’s power supply. N?xt, ‘we mstallled c;[hﬁ AItI|Ware 3.5
45635 Northport Loop East At first we wondered why the boarg2PPlication. We placed the AltiWare CD

Iy the drive, and the setup program start-

Fremont, CA 94538 needed a power supply. However, it soo i ;

Ph: 510-252-9712; Fx: 510-252-9738 became obvious that a PC power suppfyd 2utomatically. This program asked us
E-Mail: sales@altigen.com would have been insufficient to run mul-> &er a few input values, to reboot the
Web Site: www.altigen.com tiple telephone sets (for example, rin C, and to choose the default or custom
Price: starts at $3,595 generation, dial tone, DTMF, etc.). etup. We chose the default setup, and

The telephony board, a Quantum caryere pleased to find that the system was
X feady to go as soon as the installation

(model AMOD12U), supported four as completed. The auto-attendant wa
If we were to compile a list of quin-trunk lines and eight extension portsW S P ' uto- was

tessential computer-telephony inteWe learned that Quantum boards Witﬁonflgurgrc]j hanglall the exliensmns were
gration products, we would certainlydifferent trunk-to-extension ratios areseu:cp W'th ardly any work. ¢

reserve one entry on that list foravailable. Also, a T1 version is on the ,;Ater. the agtomatlcllsetup 0 tte

AltiGen’s AltiServ. A capable and com- horizon. Since Quantum boards compl)?ﬁ( en5|?_ns an d_sorlne Idneh pa;\?_f\'}\f ers,

plete  communications  packagewith the MVIP standard, additional e application displayed the Altiware

AltiServ delivers PBX and voice mail boards can be installed (each with it

capabilities, as well as Internet integraewn unique ID) to expand the system. RATINGS (1-5)

tion. The product, which is based on Installing the board was simple. Fo Documentation: 3.75

Windows NT, includes Altigen’s one thing, we had the benefit o Installation: 4.5

Quantum board, Altiware software, andAltiServ's detailed manual. For another Features: 4.5

a telephony power supply. (A networkour PC, a Pentium 120 with 32 GUI: 45

interface card is optional.) The AltiServMegabytes RAM running Windows NT
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Setup screen (Figure 1).eAspecified
our area code and business hours a
clicked on OK. The application itself
got started and displayed the Alivé
main screen on our PC (Figure 2)eW|
picked up one of the phones and-su
cessfully dialed the other extension
AltiServ was ready to serve.

DOCUMENTATION

AltiServ arrived with two manuals:
the Reference Guide and the Useg
Reference Guide. The Referenc
Guide, which is designed for the

administrator covers installation and
configuration, system administration
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Figure 1. AltiServ System:

maintenance and repaie-mail, and [akddCLEREIRe =l E

AltiReach (AltiServs remote call man

T Fioute il Calle i Ogmanice

2

agement, discussed in Operationgllete guide for the end usdércovers all
Testing). V& found that most of the sec the telephone functions, guides the usegfrowing Internet telephony arena.
tions were adequate and easy to foJlovthrough the various features of the-sys

with the exception of the material on etem, and provides instructions to pro AltiServ’s functions include:
mail and AltiReach configuration. &/ ductively use the system.
believe that this section requires a lot

more detail, particularly in the area offERTURES

Internet/Intranet integration.

of messaging options. Particularly
exciting are the produdt’Iinternet inte

gration capabilities. Here, AltiServ
promises to make its mark in the fast-

*PBX.
 Auto-attendant.
*ACD.

Although its appearance is modests Voice messaging.
The User Reference Guide is a comAltiServ offers a dazzling complemente E-mail server
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Figure 2. AltiServ System:
Altiware main screen.
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« Intra/Internet mixed-media messag to log in as the administrator to acces$he actions range from transferring to an

ing. these functions. After logging in asextension to going to a submenu.
* TAPI 2.0 service. administratorwe took a tour around the The prompts are recorded voices
system, starting with the auto-attendantwhich can be created or modified by
AltiServ’s benefits include: There are 16 auto-attendants availablhe system managefinally, the trunk

* All-in-one system platform combin in the system, and they can be -cudines can be set up to route the caller to
ing the attributes of a network servertomized for diferent times and ocea a desired auto-attendant.

and telephone system. sions. Each auto-attendant can be cenfig
* Scaleability and linear resource ured from the management menu; il€onfiguration
expansion. addition, each can be assigned a prompt, The AltiWare application allowed us

« Fully functional system right out of  single-digit actions, and time-out actionsto define parameters with system-wide
the box.
« Full support of Bellcore caller ID
standards.
» Mixed-media messaging infrastruc
ture based on MIME and
SMTP/POPS.
*Web-based local or remote desktop
administration.

OPERATIONAL TESTING

The AltiServ Systens command
center the Altiware main screen, was
superb. This window comprised multi
ple screens that kept track of fdifent

activities within the system. For exam
ple, the Extension ¥w screen showed
the status of each of the extensions; tt
Call Log Mew screen, all the calls that
are made to and from the AltiServ; the _—
Trunk Miew screen, the status of eacl

of the available trunks; the
Maintenance Log screen, systen

administration and maintenance histo
ry; and the Boards screen, the status
the AltiServ Quantum boards, inchud
ing ISA locations.

One other thing we liked about the
main screen was that it provided us

quick and easy way to reset extension

trunk lines, and boards. This feature i
especially useful since any system no\
and then needs to be re-initialized. Th
main screen allowed us to reset the-sp
cific item that needed resetting rathe
than the whole system.

Logging

We made a call into the system an
keyed in extension 101 at the auto
attendant prompt. ¥noticed that Call
Log View screen logged the call by
identifying the caller using caller ID,
the callee extension, and the time an
duration of the call.

Management

All of the system management mod
ules of AltiServ can be accessed fror
the Main Screen through the menus ar
the button bar; howevgaone would need
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I Evstie Gyalevn Presial [ Erel Confamnen ‘Wi HoLine Paricipaing -
Cafas 10 Ot Figure 3. AltiServ System:
7 Eraisie Callr I Altiware system
configuration screen. N "
9 Figure 4. AltiServ System: AltiWare
[ox ] comew | ILEN [ extension configuration screen.

import as well as parameters pertinentwith a physical port) — usually cen The Extension Configuration screen
to the systens extensions and trunks. nected to a telephone set. also allowed us to configure some speed
System Configuration:The System e The virtual extension (not associateddial keys. In addition, we experimented
Configuration screen presented us withwith a physical port) — serves as a with call restrictions and options for call
a tabbed dialog box from which some of message mailbox or voice malil handling, messaging (such as message
the system settings could be modified repository playback), and notification.
(Figure 3). Modifiable settings includeds The workgroup pilot account (contains Trunk Configuration: The Trunk
speed dial assignments and call restric a list of physical or virtual extensions) Configuration screen (Figure 5), which
tion parameters. Specificallwe could — used for operator or ACD groups. can be accessed via the menu or by
define toll call prefixes, blocked prefix
es, business hours, operator setting Tk Configuration — Card-00 Chesnnet 07

and call accounting settings. Earnil R =
The Operator tab is used to identify e |I"H | T I

workgroup as an operator WOrkgrou) . Fo T

(More on this feature beloywThe Call = = = |Lu:-|ﬂu:t :|
Accounting tab is used to set up fo : —
accounting and reporting logs, whicH [ 3 BPSRES .

could be viewed using a Call Detail |® % 4 [600 DM :|
Summary Report or transmitted over \ : :

serial port. V@ found most of the sys Ll
tem configuration screens intuitive and T 200 m . 500 ms
easy to work with. Cardass: Opicn

Extension Configuration: The Ex-
tension Configuration screen can b
accessed through the menu or by -doW 1T RN T[4 ]
ble-clicking on a particular extension SV F= BN T TET R A1) |4 5 =
Here we set up some of the relevarReleritite I e (ile]) Beis g1l 1]
information for extension 101, such a

Disctkn

name, password, and e-mail (Figure 4 I ks

The e-mail account is significant if the R

system is interfaced to the Internet o = Holh

Intranet and the user requires e-ma

access to his/her voice mails. Trurk Cal Prectal Stiing
The Extension Configuration screet| I Trurk Predsl Sxing

allows you to work with three types of
extensions:

« The physical extension (associated
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double-clicking on a trunk line, works by using mixed-media messagings the standard e-mail transport, so it is
allowed us to set up the trunk lines foto package voice within e-mails prior toable to interact with most e-mail pack
options such as direction, incoming andransmission. SpecificallyAltiMail's ages. Howeversince AltiMail does not
outgoing call routing, and restrictions.SMTP and POP servers send anuhtegrate directly with popular e-mail
From here, we set up the trunk lines toeceive e-mail over TCP/IP applications such as Microsoft
route the incoming calls to the auto- If you want to use e-mail to receiveExchange, it requires the user to actively
attendant of our choice depending omand listen to your voice messages, yolget up his or her e-mail client for access.
the business hours, which, in our test®-mail package must be MIME compli  Such a setup project can be complicat
had already been defined via thent. This requirement is met by e-maikd if the user has an Internet e-mail ser
System Configuration screen. @W applications such as Microsoft Mail andvice that also requires POP access.
would have liked the option of picking Eudora. In addition, AltiMail uses SMTP Almost all e-mail packages allow for
exact times for calls to be routed to-cer
tain auto-attendants directly from the
Trunk Configuration screen.)

We decided to set up an operator o
the system. @ do so, we created the
operator extensions and added them
a workgroup in the Extension
Configuration screen. Then, in the
System Configuration screen, we des
ignated the workgroup as the operato
Finally, in the Tunk Extension screen,
we set up call routing to operator foi
business hours.

This procedure seemed to include
lot of steps. Although we found our
selves wishing for a simpler way to ere
ate and deploy an operator extensiol
we had to give credit to the manual fo

the clear step-by-step directions.
Reporting

The reporting modules are accurate
easy to follow and cover all areas of
the system. For example, reports cove

such areas as system summanmfic,

maintenance, and call detail.
Backup/Restoration

AltiServ is equipped with a backup
and restore module that can be used
backup the system settings and promp

on a hard or floppy drive. Thus, this
module provides good insurance fo
those once- or twice-in-a-lifetime disas
ters where the PC files become corrup
Of course, a full backup of the systen
(with no open files) is more prudent.

Internet/Intranet Integration

AltiServ's greatest attraction may well
be its e-mail and Internet/Intranet inte
gration. Howeverwe should point out
that setting up the system for this sort ¢
integration is not for the faint of heart. If
setting up networks ish’'one of your
strengths, you will probably need hel
from your company network manager

AltiServ encompasses both voice mal
and e-mail thanks to AltiMail, the mes
saging portion of AltiVdre. AltiMail
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only one POP server per configurationfollow-me schedules based on caller Ilvides a comprehensive communications
This means that a user would be requireahd time of call. The user can enter upolution bursting with options and
to set up two configurations for POP eto four diferent numbers into the sys advanced features. The product boasts

mail retrievals, one for the regulartem’s follow-me scheme. easy installation and configuration, inher
Internet e-mail service and another for ent integration between the PBX and the
AltiMail. The only way to avoid this dif ROOM FOR IMPROVEMENT voice mail module, good scaleabijiand

ficulty would be to obtain a hard hookup We stressed the system by placingnternet/Intranet integration.
to the Internet from an Internet Servicenultiple and simultaneous inbound and
Provider and to configure AltiServ to beoutbound calls, leaving and retrieving
the e-mail server for the entire companynessages, waiting for the operatand
Configuring AltiServ as a node on theopting for diferent notification methods.
Internet would require considerablenetBasically the system performed fine.
working experience and TCP/IP knewl However we could not get the message
edge (including firewalls). However waiting light to flash on our older-style
once the node was setup, it would-prgphones. W suppose we stumbled acros
vide for a one-stop shop for all mesa compatibility problem. & hope prob
sages — e-mail, voice, or otherwise. lems of this sort are resolved in future
versions of the product.
Remote Call Management More specific improvements would
AltiServ provides remote call man include a client/server model for sys . . :
agement via AltiReach, which bringstem and extension administration, ai ce“tl'el’olm_'r“h“o'ogles _wd
control over selected extension settingdPI interface, and tighter integration 1565 Carling Aenue, Suite 304
to the uses desktop. AltiReach works with popular e-mail packages. Also, as Ottawa, Ontario Canada K1Z 8R1
by setting up the AltiServ node as amentioned above, we would like Ph: 613-725-2980; Fx: 613-725-2898
Web serverAltiReach can rely on any AltiServ to allow the administrator to E-Mail: general@ctrpoint.com
of several diferent platforms, includ pick exact times for calls to be routed t¢ Web Site: wwuctrpoint.com
ing Microsoft Information Server andcertain auto-attendants right from the Price: $495
Netscape Fastdick Server Trunk Configuration screen.
The advantage of the AltiReach Finally, we would like AltiReach to
approach is that call management can lprovide more comprehensivesd/access SWitchboard brings the power of a

Switchboard

accessed from just about any browser do the extension featureseVilre happy to PBX to the small dice and home
any platform, be it UNIX, Mac, or report, howeverthat Altigen plans to office. A two-line, six-extension
Windows. The drawback is that you willmake the next version of AltiReach (4.0xelephone system, the Switchboard
need good network and TCP/IP knewlconsiderably more robust and powerful. delivers auto-attendant, line sharing, line
edge to setup and maintain the system. transferring, conferencing, fax scanning,
The initial screen (Figure 6) is theCONCLUSION and speakerphone capabilities.
login screen for AltiReach. Once AltiServ represents a great achieve The Switchboard use of DSP teeh
logged on, the user can set udatiént ment. Wth this product, AltiGen pro nology accounts for the produstyreat
versatility In fact, the Switchboard can
integrate telephone lines, analog

- | % | | | | & j phones, modems, fax machines, cellular
e e phones, and pagers into a single system.
[ i e "' The Switchboard isthjust powerful,

it's convenient. It works using your
existing telephone setup. All you need
to do is to plug your phones and other
I devices into the unit, and then config
Lart Hams e ure the software to perform auto-atten
Rxiamai oy ] dant and call routing. Although the
! Switchboard connects to the PC
through the serial port, it works

whether the PC is on or not.
INSTALLATION

Both the hardware and the software
installations were quick and eagye were
up and running in about five minutes.
Figure 6. AltiServ To set up the hardware, we plugged
System: AltiReach call in the Switchboard power supply
NG [SeReels (s hooked up the phone lines, and €on
nected the communications devices
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Switchboard Lser 1 Setup [ 3
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Figure 7. Switchboard: Main

(fax machine, answering machine . A
configuration screen.

modem, PC, etc.). Connecting the P
was simply a matter of attaching a

e, e T
necting it to the PG’ 9-pin-connector Beuibh Retyswio E

serial port. V& didnt have a 9-pin con

RATINGS (1-5)

Installation: 5.00

Documentation: 4.75
Features: 4.90
GUI: 4.00

routing. You needr’ rewire or upgrade
your current system. All you have to do
is plug your existing equipment into the
Switchboard, configure it to meet your
needs, and let it take care of you.

Telephone Lines

Each Switchboard extension can
support up to five standard analog
electronic ringing devices connected
on that extension line. If you have an
installed internal or external modem
with your PC, you may plug that
modem into any extension. Each
extension allows standard analog
devices to send or
receive calls on
either of the two

: - Rumsts Extenzien Activation. - -
nector available, since the mouse w3 e phone lines.
using that port. Instead, we used one Call Foswatd
our spare adapters to convert the 9-p Phons. Husie: | Telephone Sets

connector to the 25-pin serial port eon

Ho Alamobe Answe | Play DG 51

The Switchboard
|

nection. Then, we hooked up a speak

works with stan

and microphone into the Switchboard'| | wusinsse P Huste: |

dard home phones

clearly labeled inputs.

and remote phones

We installed the software without W Altainate Answer. | Flay 6N B1

e | (that is, cellular

any dificulty. For the setup which fel

phones, pagers,

lowed, we relied on the Switchboasd’ | | Fa i any outside phone
main configuration screen (Figure 7) Phars Nusbe: | 1 number). In the
which allowed us to handle the auto case of home
attendant and line configurations.eW phones, the unit
entered our preferences for call brdg - Call Back interfaces  with
ing, callback, and call forwarding in the i 1 phones connected

remote extension screen (Figure 8).

DOCUMENTATION

The documentation included all the

in parallel through-
outthe house.
Also, it allows

calls answered on

basics: a good table of contents, a go
index, and plenty of screenshots. g LUIERBRS[{eljlels1{eE
addition, the documentation includedh®eliiile[!lE18 (o] RIelg=IT R (o3
easy-to-follow step-by-step instruc ReElleluleReelIR eI EILe [l
tions for using the product. This mater{LlLlils[SBeE]IReF o G- 13Te Ne iy [y
ial was augmented by a tutorial.eW RSN M o] B [y [o

found that the tutorial, which used a
graphical representation of our phonenunications command centdt inte-

any home phone
to be manually routed to a DVSP
Switchboard extension.

You can use a standard home phone
to access all of the produstfeatures,
including call hold, call transfercall
pick up, and three-way conferencing. In
addition, you can implement extension

lines, phone sets, computeind auto- grates your telephone lines, standariihe priority ringing.
attendant, simplified the job of learningphones, remote telephonic devices{cel In the case of remote phones, the

the producs features (Figure 9).

lular phones, pagers), fax machinesswitchboard provides such features as

modems, and the PC into a single, marprompted call forward, call bridge, and

FEATURES

ageable system.

international callback. (By routing your

The Switchboard is a PC-enhanced The Switchboard gives you an autocellular and long-distance calls through
automated switching device, fax seanmated environment with “hands on othe DVSP Switchboard via call bridge
ner and two-line/six-extension com off " call answering, switching, andand international callback, you can
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Figure 9. Switchboard: The graphi-
cal tutorial. Note the play, rewind, [ sl Seiwp Mass

| The callm i placed an

and pause controls.

j | hadill anad ke iyrlem
;i 1 | diala e col lorsand
: . Remuts Lina Li i
access whichever of your long-distanc €55 reone l B : B ? B
plans ofers the lowest rate.) V |

The unit seamlessly integrates th
remote extension. In fact, the remot
phone is treated as a virtual sixtl
extension. The caller never knows th
call has been forwarded out of thg Aulcmabed
office. In addition, you can program Aniefdant 'r"
the DVSP Switchboard from a remotg
phone keypad.

Faxing/Scanning/Printing IE 25 ﬂﬁ .5 5&.

The Switchboard detects and route
fax calls automatically to fax machineg
or modems, and it can send or receiv
fax calls on either of its two lines. It
can also use the fax machine as a scalaxes, and e-mail. In addition, itouta PC. Howeveif you do use it with a
ner, the printer as a copier (to printenables computer-based faxing oPC, you will find that the product is cem

copies of scanned documents), and treeanned documents patible with many software applications,
fax as a printer including fax, voice, data, e-mail, OCR,
The product embeds scanned hartihe PC and contact management programs.

copy documents into computer files, The Switchboard works with or with  The Switchboard can route calls to a

INGRAM
MICRO 4/C
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master PC as a fifth extension. In additiofFss =77
it allows you to attach modem-equippe
PCs to extensions to create a network.

The GUI

The Switchboard main GUI gives
you easy access to dialing, speed-di
ing, transfer and other call controls
(Figure 10). Another screen, called th
Advanced Setup Screen, lets you exe
cise a diferent type of control. Here,
you can adjust the bit rate (the default i
4800 bits/second), select “pas
through” options, and determine the
valid flash hook length (FigurellL

The Switchboard also has a monitorin
utility for viewing the status of all the lines
and extensions. In Figure 7, the . .
Switchboard Monitor shows thaixterr  BULcER RS TIe) I olor o B[ RelV /B

sion 1 is connected to line 1.

Another monitor called Scaniéw, e

depicts call flow and connections. or from an extension connected to theoard does as well. If no one at the call
Switchboard. forwarded number presses a valid key

OPERATIONAL TESTING To give a caller access to the call-forwithin seven seconds, the Switchboard

Call Forwarding ward feature, we just had to include thisvill perform the action specified by the

The Switchboard call forward fea information prompt in our active OGM. No Remote Answer field in the auto-
ture, which allows you to automaticallyWhen an outside party calls, that party iattendant section.
direct an incoming call to another lecainstructed to dial an extension or to dial
tion, performed flawlesslywe particu  “6,” which will instruct the Switchboard switching From The Speakerphone

larly liked the way it used voice to dial the call forward number To The Handset
prompts, such as “to accept, transfer to A local extension can also dial the we plugged in a microphone and
another extension.” call forward number by placing thespeaker into the back of the

To activate the call forward feature,incoming call on hold and dialing “6.” Switchboard. In the Scaidv main
you need either two lines or three-wayThe recipient at the call forwardedyindow, we opened the menu item
calling service from your centralfafe. number will then hear the Switchboarthja|. This is the interface that allows
With the Switchboard, you can call for prompt, which sounds within five sec you to dial using the Speakerphone
ward from the produ@’ OGM prompt onds and indicates a “call forwarded{microphone and speaker). Next, we
call). Then, the recipi gjialed an outgoing number as if dialing
Switchboard Monitor %] entis given the option from a phone, then pressed the Dial
of selecting keys “1" pytton. At any time you can press the
through “5” (to route speakerphone button to toggle between
the call back to a handset and speakerphone mode. After
. Mate 5t G e 1 B i Switchboard  exten e clicked on this button, we were able

ﬂ 13 3 IE 2 sion) or “6” (to accept to pick up the telephone extension,

s the call). Once the which we specified in Local Ext. in the
recipient selects “6,” Miscellaneous Setup Section.
the Switchboard con  we also tested the Switchboad’
nects the caller to the gpility to call you back at a pre-deter

L recipient. ~ mined number in an overseas or foreign
Automabed ﬁ' Phones When both parties |ocation, thereby enabling you to bene
Atiendant hang up, the Switch- it from the lower North American
long-distance call rates. This was a nice
feature, and it worked quite well.
Figure 11. '
) 3 S22 '35 Switchboard:

Graphical moni- Call Pick Up/Call Grab

toring program To pick up a call destined for another
for determining extension, we took advantage of
phone line and Switchboards Call Pick Up/Call Grab
extension status. feature. While connected to an outside
party, we could hit single or double
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flash or switch hook, then dial thefrom anywhere on thelnternet/lntranet
appropriate extension numbeFhats One product that is ushering in th RATINGS (1-5)

it. We were particularly impressed thanew help desk is EveNTSoftwares Installation: 4.0

such a powerful PBX feature could fitCustomer EveN3 System, or CENTS. Documentation: 3.75

within such a small box! This product is particularly interesting Features: 4.5
since it is based on Microsoftiddows .

ROOM FOR IMPROVEMENT NT, one of the most advanced and po GUL4.5

We'd like to see screen pops appeailar platforms available today
with caller ID information. Currently  Although it breaks new ground byinstallation and configuration of seft
the Switchboard just passes the calléaking customer service online, theware. Granted, in the case of CENTS,
ID to all the extensions. CENTS system observes the same rulé¢isese tasks demand considerable -com

Also, we’'d like this product to be and protocols governing the traditionaputer and networking expertise. In fact,
able to automatically detect that a usezustomer service centdtese rules and they demand a groupfeft. But, as chal
has picked up the handset during a cgirotocols are built around a familiarlenging as the technicalities may be, the
being conducted via the computecustomer call model: The customeinstaller(s) would remiss if they limited
speakers and microphone. This wouldalls the customer service center; ththeir eforts to these technicalities.
automatically cause the system ta@ustomer service center gathers infor The installer(s) need to prepare a
switch from speakerphone to handsenation about the customer; the <cusdetailed plan in advance identifying all
mode without requiring the user totomer service center uses the informgpossible topics that callers might raise.
manually click an onscreen button.  tion it gathers about the customer tdn addition, the installer(s) need to

determine the calf’destination, perhapsassign CSRs who will handle calls on
CONCLUSION a specially qualified group of custometthese topics. If a customer service

The Switchboard is one of thoseservice representatives (CSRs); the cudepartment already exists, most of the
products that has every feature you evéomer service centeif it is unable to call handling procedures can be mod
wanted, but never thought you couldnake the appropriate connection immeeled after the current ones.
afford (or didnt even know existed). diately (perhaps because all the CSRs in Since installation is contingent on
Designed for the SOHO market, thea particular group are busy), diverts therocedural and personnel decisions,
Switchboard gives you a sophisticatedall to a queue until it is finally handledsystem managers and network man
phone system at a reasonable priday the next available CSR. agers need to cooperate with customer
($495). In a traditional call centeran aute service managers to get the system up

With this product, you can handle all ofmatic call distributor (ACD) is normal and running. (W did point out that
your communications — including voice,ly employed to intelligently route theinstallation was a group fefrt!)
data, fax, transferring of phone calls, caltall to the appropriate department. IrMaintaining the system can be assigned
control, call conferencing, etc. — fromthe new call centerproducts like to customer service managers.
one compact box. The Switchboard I€ENTS are employed to handle eus
bound to make some waves in both thmer calls the same way over thd@OCUMENTATION
CTI industry and the lucrative SOHOInternet/Intranet. Extending the tradi At the time of our reviewCENTS

market. In fact it already has. tional call center model to thewas still an unfinished product, so we
Internet/Intranet realizes several kewere not surprised when CENTS
—— benefits: arrived without printed manuals.

*You acquire a leading-edge image. Instead, the product arrived with five
*You open a new channel for eus volumes of documentation in Microsoft

CENTS 1.0

tomer contact. Word format on a CD ROM. The vol
«You provide fully interactive cus umes covered the basics of CENTS and
EveNTs Software tomer support, which may include the systens modules.
Products, Inc. audio and video capabilities. The Word documents were well
14950 FA.A. Boulevard * You avoid telephone chges. organized and well illustrated with

Ft. Worth, TX 76155

Ph: 800-472-3532; Fx: 817-685-5699
Web Site: wwweventssoftware.com
Price: Customer CENTS: Free; CSR
CENTS: $149; Server andafkbench
CENTS: $1,490; Merchant Server
Add-On: $149.

If all these advantages donton screen shots. Howevetr was clear that
vince you of the wisdom of taking yourthese documents were not quite eom
business online, you may want to take plete. The same could be said for the
close look at CENTS. Given its richtext files provided with each module.
feature set, intelligent design, andrhese files, which covered the installa
reliance on powerful tools such agion of the modules, were detailed and
ODBC, CENTS represents yet anotheeasy to follow but were, nonetheless,
compelling reason go online. in need of some polishing.

future. Unlike the traditional With a product such as CENTS, instal CENTS consists of four components:

help desk, the new help desk idation should be conceived in broadCustomer CENTS, CSR CENTS,
fully interactive. It is, moreovepnline. terms. Which is to sayorrect deploy Server CENTS, and W®vkbench
Thus, the new help desk is accessiblment of CENTS goes far beyond theCENTS. These components work
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together in a distributed environment. Customer CENTSs a Web site add- At first, we spent some time tuning
Server CENTSmanages and main on providing customer service featureand  configuring the Internet
tains customer connections for singl@cross the Internet. Customers will bénformation Server and the SQL Server
or multiple Web fronts for one or more able to ask for assistance from a livapplications. W also made sure that
companies. It may also make decisionagent or support personnel. The routingur network clients could access both
about passing the management of-spef the call to the CSR can be based oof these server applications. Netscape
cific connections that meet configuredadvanced call center principles such asavigator browser on our client con
criteria to other CENTS servers, eithenext-available CSR, load balancingirmed the correct operation of the
within the same network or across théetween CSRs and call center sites, addternet Information ServeAfter start
Internet. Server CENTS manages anskills-based routing. Customer CENTSng the SQL Server services, we
maintains the customer connections tases the Conferencing APl to connednhstalled the SQL Server client mod

the CSRs registered with it using eonthe user with a CSR. ules on one of our WWdows 95 PCs and
figurable criteria to make a customer- were able to successfully access the
CSR match and then initiate a eusOPERATIONAL TESTING SQL Server through the SQL
tomer-CSR connection. In our tests, we combined the sysEnterprise Manager on our client PC. It

Workbench CENTSIs the adminis tem’s modules in such a way as to-creis not required that the SQL server be
tration tool for the entire CENTS sys ate an online channel over our laboratoon the same machine as the Server
tem. It allows the administrator to createy’s Intranet. This channel would servéeCENTS. ODBC can be employed to
profiles of information regarding eachto give customers access to CSRs.  provide the connection.
particular CSR, information pertinent to The installation notes for Server
call routing, and billing specifications. Server CENTS CENTS were easy to follawWe

CSR CENTSprovides detailed infer ~ We set up our Server CENTS on anstalled the Server CENTS module
mation to a CSR about each call as weRentium 120 machine with 32 Megs olusing the corresponding setup program
as whatever historical informationRAM running Windows NT Server 4.0 which created a CENTS home directo
about a caller is available. Call trackingon a standard 10-Base-T network. On thisy on the hard disk and copied some
and billing information is collected PC, we installed Internet Informationfiles into it. This program also created a
automatically by CSR CENTS. Server 3.0 and SQL Server 6.5. virtual directory on our \&b server

TELE
NOBLE REcs
SYS  TECH
B/\W
4/C
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pointing to a subdirectory containing
scripts and other required files. This i
the Web home directory where the eus
tomers would first attempt to contac
the customer service department.
Now it was time to create the CENTS
database in SQL Servdthe installation
notes gave us a detailed roadmap
build the CENTS database. From th
enterprise managerwe created the
CENTSDB database in the CENTSDEH
device. V¢ followed that with creating
the logging database for CENTS
CENTSDB_LOG. W then had to create
the CENTS tables and other relate
database objects. &\accomplished this
task by executing the CENTSALL.SQL
file from the SQL window which creat
ed all the appropriate data structures
the CENTSDB database. The databa
setup was complete, and the SQL Serv
Enterprise Manager showed us th

tables that had been created (Figure 12
Finally, we set up the @b server with

a virtual directory that a client would fu A= RN ETY 8

access through his/herély browserAn

HTML file within the corresponding fibkizd SJECREUEL S

physical directory would be the cliesit’
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viewed from MS SOL Server

3

such as Stores,opics, CSR Groups,
and CSRs. A store is the Internet site
that CENTS handles and can contain
multiple Topics.

A Topic is a reference to what the
customer issue is about. For example,
Topics could be sales information, eus
tomer support, technical support, etc.
CSRs are individual customer service
representatives which are entered in the
system. They must be placed in a CSR
Group before they can handle customer
issues. As you may deducepkkbench
CENTS is used prior to the system +oll
out to set up the entire customer service
center All data entered into the system
is saved in the CENTS database on the
Server CENTS machine through
ODBC connections.

We installed the \&tkbench CENTS
on a Wndows 95 client on our net
work. The setup program copied the
appropriate files into the @vkbench
CENTS directory It also created the
CENTS ODBC data source on our
machine.

Before starting the ‘dtkbench, we
had to set up the CENTS data source to

first point of contact with the customercaller to the appropriate CSR, the nexpoint to the CENTS database on our
service department. CENTS had {roserver is enlisted to attempt the conneserver We accomplished this task by
vided some sample files for this directotion. Our Server CENTS setup wasnvoking the ODBC32 applet from the
ry, so we copied these files into thissomplete.
directory and made a change to a file

called “RESPONSE.CEN” to point to Workbench CENTS
our server address. Several cascadingWorkbench CENTS is the adminis would employ ODBC to communicate
CENTS servers can be designated itrative part of the CENTS systemwith the CENTS database on the server
this file to form a server rollover group.From here the CENTS administrator When we started Wkbench, the
If one server is unable to connect &an setup various options of the systempplication displayed its main window

ONBLC SOL Serem Soiup

control panel and specifying our server
as the database source (Figure 13). This
step was required since dfkbench

Do Simard P ||,[r.|‘-'_.
Dsonpian |EFN1‘5. Dadsbans
anva Il‘ﬂ:l!ll- ﬂ
Hetwanh. Scbdmrrs IDﬂ!l‘l
Hedmadh. | i ser ||!'|nu|
™ Lips Tusied Cormecton
Lo
Ol atmbuies Hiapws !rrrn L4l
Largpoagm Haree {IDelni)
i (rareisia fload Procedurs b Prepaned Sistement
T ;
& Corresst OFEM 0851 gharacheny

Figure 13. CENTS: Data source configured

from the ODBC Setup screen.
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Figure 14. CENTS: Main window
of the Workbench component.
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Figure 15. CENTS: Creating a
new CSR in Workbench.
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(Figure 14). From here, we proceedewould not recommend this backdootomers. Call tracking and billing infor
to create a new store and a few topics ccess to the CENTS database, sinceation is collected by CSR CENTS
associate with the store. Then, we-crahis method does not provide a eonautomatically

ated two new CSR profiles in the systrolled environment to work with the Since we installed the CSR CENTS
tem. This was a simple stepeWiad to tables, which means one could inadveon the same PC as theo¥bench
fill out some information about thetently damage the existing data. CENTS, we did not have to modify the
CSRs and also provide the CSR We encountered two problems whileODBC data source to point to the
machines’ IP addresses (Figure 15Wworking with the Wrkbench. First, we Server CENTS. W had already done
(The IP address is used to connect trmould not delete any items from theso for Workbench. W& also saved ffrt
customer to the CSR over TCRJIP Workbench. For example, after wewith respect to the moduke’'means of
Finally, we created a CSR Group an&dded a new CSR to the system, weommunicating with customers, this
added the newly created CSR profilesould not remove the profile from themeans being Microsoft NetMeeting.
to this group. system even though there seemed to Wge had already installed it.

All the information that we provided several ways to delete an item (from the For the CSR to be available to take
in the Workbench application was savednenu, on the toolbarand by right- online calls from customers, he/she
in the CENTS database tablese Want  clicking the item). Second, we weremust run the CSR CENTS software.
ed to check the entries for ourselve® Wunable to locate the help file forWe selected this program from the
did so by using Microsoft Access.eN CENTS Workbench. According to Start/Programs menu. A dialog box
created links to the CENTS databasEveNTs Software, these problems willappeared asking for the Username and

tables through ODBC and we were ablbe fixed in the next version. Password of the CSR. &\bxpected to
to view the contents of these tables right be successfully registered after entering
from our Access applications. CSR CENTS the information, but instead we were

Of course, it is also possible to access After setting up all the CSRs ingreeted with a dialog box informing us
the CENTS tables through the clienWorkbench, we installed the CSRthat the connection to the server was
Enterprise Managerbut Access pro CENTS software on our CSR PCsrefused. After inspecting the Server
vides a much friendlier environment.CSR CENTS provides detailed infor CENTS for a while, we realized that
We surmise that EveMNT Software mation to a CSR about the calling eusthe CENTS service had not started.
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$ CSRCENTS [TE[D

Figure 16. CENTS: Screen pre-
sented to the CSR after login.

¥ Miansofi HetMesting - 1 Cormecion

Unfortunately there was no mention of customer service department. This mod
this in the installation manual. ule is distributed to customers free of
After we started the CENTS servicechage, and it is used in conjunction with
(from the Control Panel/Services appletithe customés Web browser to reach a
and set it to automatic startup, we wer€SR. W placed the Customer CENTS
finally able to login as the CSR. Theinstallation file (an .EXE file) in our
CSR window appeared on our screeleb directory on the Server CENTS so
signaling that the agent was ready td could be downloaded and installed
receive calls. W noticed, howevethat from our customer PC. &/ used the
the windows did not present us with thesample HTML file supplied with
CSRS photo as shown in the manual. CENTS as the home page in our server
We went back to the Wkbench  On the customer PC, we installed
application and checked the CSR’Microsoft NetMeeting 2.0 and used
Netscape Navigator 3.0 browser to
reach the CENTS Wb site. The sample
home page had links to download
NetMeeting from Microsofs site,

Figure 18. CENTS: Customer

Property Sheet presented to
the CSR while online with
customer.
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_ _.-: - -II-I:E?LH: ] ‘Eﬂ? L1 w;tmw _5'9“'; .".I_E.” d g}! . dovynload the Customer CENTS appli
P cation from our Server CENTS, and
- F S e - | finally a link to contact a CSR.
1 In real life, companies deploying
[ © o mioosokcon 3] CENTS would modify or create the
home page to reflect their logos and
E-nal | Fisiblome  [LostHame [ Chwtese | Couly | Comvents | convey information about their compa
nies as well as the links mentioned
above. VW& already had installed
Figure 17. CENTS: MS NetMeeting, so we clicked on the
NetMeeting connection Customer CENTS installation link
started by CENTS. which downloaded the installation file.
Installing Customer CENTS was a
breeze. W filled in for some personal
Harwe | Cornecnon | Sturng || questions such as name, address, and e-
E'.T;*"“"? Ty Lobsbraing mail, and we were ready to initiate a
g iy s i customer service call.
On the CSR PC, we logged in to the
system signaling the CSRfeadiness to
Inacd jm accept calls. On the customer PC, we
pointed our browser to our CENTS serv
E ]| Picture URL setting, but we didn’ er and clicked on the “Customer
ol Corkt | 25 ] Shmaive | Chrd ke | notice any errors. So, we calledSupport” link. This action launched the
: EveNTs Software and were told thatCustomer CENTS application, display
“"'"'""" femae Lt only .JPEG pictures were supported. Smg a window showing the systesn’
- =S L we converted the .GIF file to .JPEG angbrogress as it tried to hunt down an
'-h'_- ! BerdEba | pointed the Picture URL to the .JPEGavailable agent from our CSR pool.

file. However the picture still did not Finally, with our CSR located, it brought
appear in the CSR screen. up the CSRS name and picture and-ini
One last call to EveNsT Software tiated a NetMeeting call to the agent.
revealed that we needed to stop the On the CSR side, NetMeeting
CENTS service on the Server CENTSnformed us of the call. When we
and restart it for all changes inaccepted the call, the NetMeeting €on
Workbench to take &fct. Finally we nection to the customer was established
had the picture (Figure 16). This eer(Figure 17). A property sheet screen also
tainly is not an déctive way to make appeared displaying information about
changes to the system but we werthe customer and allowing the CSR to
assured that steps have been taken nmake entries about the transaction
make the system more dynamic regquir(Figure 18). The NetMeeting connection
ing few or no service re-initializations. between the agent and the custgmer
which is independent of the CENTS
Customer CENTS application, allowed us to share and-col
The Customer CENTS module is usethborate on dferent applications as well
by the caller to contact an agent in thas speak with each other through our

Subscribe FREE online at www.ctimag.com
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sound cards. It is also possible to setupanywhere within the network, and itsvice, HotOfice is continually updated
videoconference between the agent andliance on MS SQL Server makes it easwith new content and business informa
the customer at this point. to access its data from multiple sourcestion. In addition, HotCifce does not
We also tested the system with sever require upgrades on the client side. The

al customers and agents simultaneou product, which works seamlessly with
ly, and the system was able to handl HOtOfﬁce Microsoft Ofice and other popular appli
the load well. CENTS also had the cations, is perfect for the SOHO market.
capability to place customers in a wait

ing queue if the CSRs are busy witt ] . DOCUMENTATION
other customers and connect ther HOtOffice Technologies We had a pre-release version of the

when a CSR becomes available. 5201 Congressvenue ~ product, so we never actually received
Boca Raton, FL 33487 written documentation. Howevewe
ROOM FOR IMPROVEMENT Ph: 561-995-0005; Fx: 561-995-5990 gjig see the live online demo version,
One area that needs improvement E-Mail: info@hotofice.com which can be found at wwhotof
in the area of reporting. Currentlp  Web Site: wwwhotofiice.com fice.com. Online help is provided liter

reporting option is unavailable. A Price: $29.95 per person, per month 4y online — over the Internet.
reporting facility could be used to for Up to 9 users; $24.95 for 10 users \ye had been informed that the help

quickly create reports and summarie O more files are continually upgraded and
based on agent, customeopic, etc. improved. In fact, we noticed that
For now since CENTS stores its data in updates were being made on a daily

compliant application with reporting [to the dificulty and expense of actu the documentation a 5.0 rating.

capability (such as Microsoft Access)Bally deploying one on a LAN? If so,

can be used to connect to the CENT$ou may be interested in Hotize, an INSTALLATION

tables and generate reports. Internet-based virtual H€e service.  To install HotOfice, you simply set
Also, we would like to mention that Since HotOfice works via an Internet up a user account on the live demelW

even though CENTS performedconnection, you neednworry about site. We actually called to set up our

admirably in our Intranet environment,wiring, network hubs, network cards,user account because we needed to ask

the Internet would present challenges imstallation costs, consultants, etc. Alsome other questions, but the account

deploying the system. These challenggmu need is a b browser and a can be set up directly online if you wish.

range from the Internet’choppy per HotOffice account. Then, you can Installation is easyAll you have to do is

formance, to rare black-outs, to seeuriaccess your own virtual fide. fill out a basic information request form.

ty issues. But with products like HotOffice establishes a private andEnter your name, your compasyiame and

CENTS hitting the market, and withsecure dice space on the Internet whereaddress, and a password, and you're done.

new innovations in speed and Qualityyou can communicate and collaborate,

of Service, we can hope that the relisend and receive documents, and colleEEATURES

able Internet we have been wishing fobusiness information (such as employeePersonal calendar; scheduler; phone

is right around the cornemaking prod benefits, tax forms, etc.). Since it is & ser messages; bulletin board.

ucts such as CENTS a serious altern

H H B Hon e i Ties FKeatiing - kg rasolt limesneg T aplisi
tive to the telephone in the call cente o R

Microsoft SQL Server any ODBC- Intrigued by virtual dices, but averse basis. V& were so impressed we gave

Combine CENTS with a front end = i

T 8 0O & @ 8 -
knowledge base such aseWAdvisor fini G Fin (e o P Fu o E
by ServiceSoft (also reviewed in thig M s sooon ook s o z| | Linka
issue), and you will have a completq _ El
online customer service operation. | kichotOffice “0 i

2909

CONCLUSION

CENTS, a revolutionary product for

call centers and help desks, exploits th SRUCLENES B i IR

power of the Internet and technologie Search HelOMce: | I Searcn]
from Microsoft (SQL Serverinternet Combine with amy feld beloe ko perform a mare al:mlie -se.‘arm
Information Serverand NetMeeting) to vt [ B Dse [ =
connect a customer to an agent onlin et e 0 F|  Promala

CENTS does need some mino

improvements and bug fixes, but we Browes Documen oA O

would still give it an A for an impres

sive first version. Massage of the day: “HetOfMca”
CENTS is flexible and powerful. It is Figure 19.

relatively simple to Setup, easy to marihdhies it e
age, and a delight to use. The procuCtasias it
client/server nature allows access fro
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T HotOifice Publishing Wizard 2.005
Tabagn puldishing. [ cul the mfanmation below To conlinue, click Me=t
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Internet telephony; chat rooms.

e Tracking of shipped packages.

«Stock quotes, headline news, travel
arrangements.

*Means of ordering @ite supplies and
services.

« Ability to publish files online securely;
ability to access published files from
anywhere in the world via the Internet.|  gdmng sccass: [Wysalt Gnly

OPERATIONAL TESTING FRPNRE 01 /31 /30 ]
We set up an account and logged @
for the first time. The first thing we saw|
was HotOfice’'s Search screen within
our Web browser (Figure 19). This
screen included icons that gave us acce
to other HotOfice screens, including
Comm CenterService Desk, Employee
Tools, and Help. WIl describe each of
these screens belpwand pay particular
attention to Employeedbls, since this
screen allows you to publish documentset reminders, and perform other taskshe NetMeeting program when you
We already discussed the Help screen ifo communicate with other employeesclick on another HotOice user We
the Documentation section. you can take advantage of Hofioé's tested some NetMeeting calls, and were
Search: The Search screen isInternet Elephony (IT) feature, which very pleased with the performance.
HotOffice’s default screen. Here, you canutilizes Microsofts NetMeeting. Service DeskWhen we tested some
search for your documents (those pub When employees log on toof the Service Desk options, we were
lished to the HotGice server), as well as HotOffice, they are able to takeable to get stock quotes and track a
view other people’shared documents. NetMeeting calls, which enables themUPS package — two very practical fea
Comm CenterThe Comm Center is to track down other employees. A spetures in a SOHO setting.
where you can communicate with -fel cial HotOfice plug-in ties into your Employee ®ols: With Employee
low employees, @anize your calendar browser This automatically accessesTools, we reviewed the latest labor laws,
accessed IRS forms, and changed our
user password. #/also managed some
of our published documents.
Publishing documents was ea¥ye
began with the HotGite Publishing

Title [N

Dmacnpian: | Tasting the FHotCfice Publishing ¥Wizend

Project |Pemons

Wiawing Access: [ St Gty

L Lo o] |« L=

Figure 20. HotOffice: Publishing
wizard for publishing files to

the HotOffice server.

cancel | <Bmek [ Hesr | |
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EEFTTT
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DT ELETE]
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Flgure 21. HotOffice:
Publishing Manager screen.
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Shona 1o g 4 e O S P S e b e O i

B/t hatolien v et i by =l Liks | \izard, which is accessed via a button
=il that appears on Microsoft &fl's user
EWﬁCE . i} @’_ @' @ l@f interface. After we clicked on this but
J ton, the wizard guided us through the
Rl =i - process, prompting us to give some
et detailed information about the files we

wanted to publish. After we entered the
appropriate information (such as decu
ment description, viewing access, and
expiration), the wizard éfred us sev
eral options for publishing (Figure 20).
Next, we connected to the Hofiee
server via our Internet connection, and
we uploaded our files, which were pro
tected by encryption algorithms.oT
select files for uploading, we relied on
the wizard, which included a browsing
feature. Maintaining documents is fair
ly simple, thanks to the produst’
Publishing Manager (Figure 21).

ROOM FOR IMPROVEMENT
As far as sending files is concerned,
we would like to see drag-and-drop

Subscribe FREE online at www.ctimag.com
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ETOOEY TSR o g — P
maTiNcs a5 FRCECT o 22
Ele¥iors pans Lunc cgmpuNet
Installation: 4.95 ! E Tehrani RE: 2000, Right'
Documentation: 5.0 hrgm HE:| clicking on the
Features: 4.25 Tehrani minimized icon
GUI: 4.80 brings up the
applicatior)'s
capability That is, we would like to be Cose A window with
able to drag-and-drop files from Dia : allltheha‘.’a"'
Explorer onto the \iard. P able choices.
Dphons.., o
CONCLUSION LogFile.. FealPleyer we enteed our
HotOffice is an intriguing product, « Absonys on TOp preferences via
especially for the SOHO marketolY Aboul Dialer.. the poducts soft
can now publish and access any fil ware interfice

you wish from anywhere in the worId.l,l: Hang Lip

jonhie.. | £y mbo- ..

Our stating point

HotOffice gives you as much space a
you need on their server (on a et ring, and conérencing the poduct can
basis), so you doh’have to worry perform Intenet tel@hory. Moreover,
about upgrades or expanding capacitythe poducts caabilities can be
Since the product is integrated withrenhanced with a sofawe utility tha
Microsoft NetMeeting, you can coem accompanies thegiboa.
municate with fellow employees any The keyboad is designed to opaie
where in the world. And you can do s®n IBM and IBM-comptible comput
cost efectively. There are no chges ers. For computes with PS/2 ky-
beyond the cost of your Internet dial-ugooads,an adater is induded to ensur
(or direct) access. complete compibility .
The product ders other attractions,
such as employee scheduling, chdNSTALLATION
rooms, document securjtghared doc  Installdion was a snp. We hooled up
uments, and various kinds of employe@ phone line to one of the RJ-11 tsor

was a minimied
phone icon &ithe bottom of our seen.
(This icon loaded tawindows statup.)
When we right-dicked on the iconwe
brought up a man for viewing and
changng settings (Fure 22).We had
no difficulty changng the leyboad
layout, dialing mode default volume
and other settings {gfure 23).We sav
the poduct also gve us the option of
changng other dialing pametes,
sudh as fash ley delay, delay between
numbes, and speed elaed settings
(Figure 24).

information (including 401K benefits). and a handset to the other RJ-11tpo@OCUMENTATION

In addition, HotOfice continually Next, we plugied in a couple of dzes,
updates its software, which means ia red one and aléck ong which went
continually enhances functionalityf into the speadr and micophone inputs
you own a small business, and are loolon the sound cdr After the simple
ing for remote access to your files akamdware setupwe beezd though an
well as other functionalifyHotOffice is  uneventful software installdion.
certainly worth a look. Once ve completed the instatian,

Coanpaildot 2000 O bdns

The CompuNet 2000 aved with a
single slender mamal, which tumed
out to be mae than adeque, since the
product was so easy to uséhe mamn-

Figure 23. CompuNet 2000:

Main options screen

CompuNet 2000

Disder Hot Key  [Ct + Alt + D

F Usa Log File

Finsh Mot Key  [Cf + Alt+ F
Integrated Dinfing Parnmeters . |
Technology USA, Inc.
107 West Tyon Avenue

COM Pt in Yirualize

Teaneck, NJ 07666 |mu-1 j I Erahis
Ph: 201-837-8000; Fx: 201-837-8787
E-Mail: info@iti2000.com Stariup Dpiions
Web Site: wwwiti2000.com i P
Price: $159.95 N am pam
= On 0 = Wary Loud
Eeypad Layoul ~ Loud
he CompuNet 2000 is aefboard T Compater " Hoadsat
Twith telephory cepabilities. In  Phone  Handset
addition to traditional caabilities,

sudh as dialing forwarding, transer-

" Flash as Forsard
Ao "1™ loabss

 Enabla

Local Aren Code |
inbarnil. Prafo #1 IE“
inbaentl. Prafo #2 |31

Dialimeg Moda
= Tana Dial

[ ok ] cenee

~ Pulag Dial
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al had a god tdle of contentsa gpod <Enébles the dial |EEyrE—r-——
reference guideand a pge containing ing of numbes D-'t-r SR
important te@nical suppdr informa  from aly Windows A 0, 7
tion. Havever, the poducts documen  applicaion. You W Haok Dkelmy [ I_l
tation indudes no online help. need ony select [helny nr pouse symbal frooo Cancal |
the phone nmber Flash Eay Dwlay s

FEATURES and then [@ss the |  Post#efix Delmy finon
Telephony hot dial ley. Detaul
«Call waiting, call forwarding, and call +Acts as a viual Ggpued of TOME dinling 4[
conferencing caabilities. modem.and inte- Delay hetwssn numbors 1
*Redialing and speed dialing grates with PIM
Internet programs bl’ FLILEE dialing o o clcstenns
*Free cop of VocalTec's Intenet automdc dialing Ptk sk e i

Phone _ Other R &0
*Compdible with most Intemet *Log ﬁle for P e Cp e T

software. keeping trad of
Keyboard calls made -
«Volume contol from the leyboa. including the Figure 24. CompuNet 2000: Screen for modi-
«Num Lo, Scroll Lock, Caps Lod, number the fying time values for hook flash, delay

Phone Line, and Mute via six dfer time, and the between tones, and other dialing settings.

ent LEDs. duration.

+Keyboad ringer on/of via flashing
LEDs on leyboad.

Compatibility

*Enables the dialing of ambes from
Windows Cadfile. You need onl
press a singledy.

through the standdrphone linethus
setting up a thee-way conference

*DOS sceen scanning (lich will
find first phone nmber encounted
on the sazen).

«Enables comnanicaion with one per OPERATIONAL TESTING
son though the sound car(intemet  An Unexplained Hum
telephory) and with another pson

NATURAL
MICRO 4/C
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CompuMel 20008 Autodial

Mumber: |852-6600)

™ Use Prefix |ﬂ

OK

Cancel

Redial Last Number |

Figure 25. CompuNet 2000: Dialing screen.

tha was connected to the CompuNethe poducts aility to play badk

2000, we head a hum in the b#e
ground The humming vasnt very bad
but it was noticeble. And, after a
while, it did stat to distact us.

At first, we thought the mblem was
our headset. Hmever, when we
switched to a high-quality headséte
humming pesisted

Then, thinking the poblem might
be intererence we took pains to
block or remove every potential
source of intererence We moved the
keyboad awvay from our 20-int
monitor. We replaced our computes’
case We shielded the phone wiwith
some elecical tgpe. Nothing worked
Perhgs we didnt have an interér-
ence poblem after all.

Finally, we tested the anajdine. We
removed the line fom the CompuNet
2000 and pluged it into an analp
phone No moe humming The line
was god Evidenty the ppblem was
the unit itself

We aslked Intgrated Technolagy if
they were familiar with the humming
problem, and thg replied the had
never head of it bebre. They also
offered to send us a weunit for review.

However, time constaints pevented us i

from acceting their ofer.

We dont suppose all CompuNet|$
2000 units emit the humming noisew

head. Integrated Technology would
have head complaints 1 now, paticu-
larly since the dédce is widey
deployed For example the compay's

technical supparstaf tells us Siemens

uses the mduct etensiely. So, we
suspect the hummingas an beration.

The Sound Of Music

The CompuNet 2000 is designed tt¢

integrate with your sound cat, so you
can ply bak multimedia gplicaions

LIl ORI TIg s s SR EYTSE Figure 26. CompuNet 2000: Window for entering call notes,

or hands-fee headseiWWhen we tested
76 CTI™  Buyer's Guide 1997/1998

music, the CompuNet 2000 penimed
flawlessy. We could plg ary comput
er sound w liked including WAV,
AIFF, MIDI, and een RealAdio.

Musical Calls

Our net test vas to plg bak some
music while on the phone with some
one This would test the ampiifation
circuitry, as well as the maging of the
sound cad channel and the anao
phone line bannel.

Using the poducts dialing interce
(Figure 25),we called one of our eng
nees and plged Beethwen's Fir
Elise, which was in a MIDI fle includ-
ed in the C:\ihdows\Media diectoy.
At first, the computer @lume vas too
loud, drowning out the wice of the
CompuNET 2000 usewWe lowered the

& M

Acoubial Fim Transter

Dulgnisg Call Nola

Dindad: AS2EE00 Fri May ¥0 1997 al 1003825 Duralian; 0000016

computer vlume (accessed tugh the
Windows 95 tay icon ara) and aised
the amplifcation on the CompuNet
2000 fom the CompuNet 2000ek-
boad. After a bit of adjusting we
found the pedct setting

This meging of the sound cdr
channel fom the computer and the
phone line vas an impovement ve
recommended in oureview of the
Plantionics Headset Switer Adapter.
Appaently, the designer of the
CompuNet 2000 gree tha the “merg-
ing” is useful.

Merging two different sound lsannels
could help call centergents upsell their
customes. For instancean aent trying
to sell a seminar pe or a msic CD
could plyy a sgment of the e (stoed
on the computer) to a potential eus
tomer The aent and the customer could
contirue talking to edt other gen as
the iecoding played in the bakground

Internet Calls

We tested/ocalTec’s Intenet Phone
application, which is induded with
CompuNet 2000. iFst, we made an
Intemet call to someone in Gaary.
Next, we made a local call using the
CompuNet 2000 éyboad and its ana
log connectionAll parties, including
the one in Gemary, stated talking and
we could all hear e&cother perctly.

MNescapn

Dhimded our meain sutosfiesdsnt.. |

which are saved into a log file.




We nawv had a thee-way conference
call using both the Intaet and a plain-
old analg phone call.

Annotating Calls

At the end of acall, when you
hang upan“Outgoing Call Note"win-
dow pops up on gur sceen (fkgure
26). This gves yu the oppdunity to
attach a note to the calbf referencing
the call in the futue

ROOM FOR IMPROVEMENT

When you pess the Phonedgle hut-
ton, its LED lights up,and the omber
keypad becomes a tomtone lkeypad
for sending DTMF diigs to the emote
end However, the lest of the kyboad
becomes inopeble. None of the other
keys will work. Thus,if you ae getting
your account balance or skoportfolio
from an IVR and wish to type thesults
into an Excel smradsheetyou hae to
toggle the Phone LED to OFFhen,if
you wish to send some nDTMF dig
its to the IVR,you hae to tagygle the
Phone LED bdc to the ON position

RATINGS (1-5)

Installation: 4.80

Documentation: 3.95
GUI: 4.00

Features: 4.75

again. This can @t a bit tediousiVe feel
the lkeyboad should alvays be function
al whether the Phone is dited or of.

We found one other thing thavas a
bit of a ruisanceWe didnt have a left-
click option with the icon tathe bottom
the sceen.We had to ight-dick to
bring up the mea.

CONCLUSION

If you ae looking br an inepensve
computeraided dialer with bilt-in
Intemet tel@hory fedures, this piod-
uct just might bedr you. For example

you might be cuous dout computer

telephory, but reluctant to by an
expensve compag-wide solution.
With the CompuNet 2000you could

experiiment with computer tefghory at
individual desktops.

Any emplgree who has a sound ar
a modem,and an analp phone line
drawn to his/her desk couldnd this
product wuseful. In adition, the
CompuNet 2000 wuld gpeal to peo
ple in the SOHO m#et.

The poduct would be petréct for
sales pesonnel vino need an autorted
dialer pogram intgrated with the com
pary’s PIM piogram.These emplgees
could shae pecious seconds fofof
calls and become mepioductive. The
product also wuld be peréct for call
centes thd have analg lines dawn to
ead deskThese call centsrcould tak
advantgge of the poducts headset
functionality as wvell as the computer
telephory integration fedures.

The CompuNet 2000 pduct is similar
to Integrated Technolagy’'s CompuPhone
2000. Haevever, the CompuPhone 2000
lacks sound caf integration, and it fune
tions mainy as a dialerBut this limita
tion ma become less imptant if
Intemet telghory contirues to gow.

NATURAL
MICRO 4/C
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key, we were able to install 8 ing and E-mail escalation.
- Advisor and Knowledge Builderas  Authoring: A comprehensive Know-
WWeb Advisor well as a couple of additional modulesledge Builder reference. It introduces

Web Authoring and Wb Advisor the user to Knowledge Builder author
5.0/ K“OWIEdge Escalation. W installed all these med ing, expert reasoning, knowledge base
Builder 3.0

ules from the CD ROM. ¥ decided building procedures, indexing, testing,
not to install one last module,and importing and exporting using

. : # International Languages. KBML. It also describes the interna
ServiceSoft Corporation e Since we were running on ikidows tional languages interface.
50 Cabot Street NT, we had a choice of runningely  Although we were impressed with the
Needham, MA 02194 Advisor as an application or as a servicenanuals overall, we believe they could
Ph: 617-449-0049; Fx: 617-449-0107 \yjg gecided to go with the application shhave provided more examples.eW
E-Mail: sales@servicesoft.com we wouldnt have to reboot Widows.  always look for a lot of examples when
Web Site: wwuservicesoft.com After we completed the installation,we work with applications that are as

Pricing: Web Author: $2000 per cen ;e associated @b Advisor with the powerful and versatile as Knowledge
current Internet use$10 per named |5 gpplication by copying the Builder The more powerful the applica
Intranet userMinimum $10,000, Webcgi.exe file from Wb Advisor into tion, the more examples you need to
Maximum $40,000 (unlimited the cgi-bin directory of our &b server help you learn all the features.

license). Knowledge Builder: $5,000 The Webcgi.exe program is the gate

way between &b Advisor and the &b FEATURES

server All URL references use it to Each of the system’modules con
MOSt Web sites dispense raw gain access to the knowledge basesjbutes to the system'features. The

undifferentiated  information. including a sample knowledge basefollowing modules make up the system:
They could do more, however Printer included with the system. Web Advisor: Delivers intelligent

They could actually help visitors find advice to users over the Internet/
answers to particular questions, an@OCUMENTATION Intranet. Provides interactive problem
solutions to particular problems. They The product arrived with three man resolution, which is designed to enable
could, in short, make the leap from theials: Administering, Customizing And users to solve their own problems and
information business to the knowledgentegrating, and Authoring. Each ofanswer their own questions.ds in
business. these manuals was well gamized, concert with Véb servers and dynami

This is where products such asBV complete, and easy to use. cally authors HTML pages with appro
Advisor and Knowledge Builder Administering: Covers the introduc priate questions and responses that help
become important. Such products argon, installation, operation, manage resolve each userproblem.
tools for building knowledge bases andnent, and moni
subsequently interfacing them with theoring of Web |ENETICEL
World Wide Web. In other words, such Advisor. The ap-
products simplify the task of creatingpendices cover the 7
an intelligent Vb site. \F;veb Advisor ini ﬁd Web Advisor Message Fansi

Companies that set up intelligentijalization file and
Web sites stand to benefit themselvethe session logs Hequest ';[ Conlaciz T ezsage:
and their customers. For example, eonmdatabase structure. -
panies can cut customer support costs,Customizing
provide more accurate help, extend seAnd Integrating: Seazion Infomation
vice around the clock, and instituteCovers the rela Knovledoe Bose
automatic recording of all transactionstionship between
In addition, customers can use thebW Web Advisor and Session Humbes [23
as a convenient way to find the prodk nowledge
ucts they need, receive pre-sale anBuilder. It includes Lizer Mame [0 ctouk Use:
post-sale support, and interact with-cuschapters on the
tomer service. Web Advisor tem Remote Addess [122005
INSTALLATION plates and their

customization

We installed the \8b Advisor/ options, the pack i.""'"ﬁ"':'."“ cisd
Knowledge Builder system on aaging of knowledge g
Pentium 120 PC that had 32 MB ofbases to be used
RAM and ran Vihdows NT 4.0 Server with other Web
(We also had the option of usingAdvisor machines, Help Quit |
Windows 95.) For our \8b serverwe and integration
used Microsoft Internet Information with other applica Figure 27. Web Advisor: Screen

Server (IIS) 3.0. tions through URL ribina curren ion
After entering a very long softwareAPI, Web author describing current session.
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Knowledge Builder:Produces a cus (Figure 27). The screen has three tabsouldnt figure out whether the help file
tomer support knowledge base contairthe Request tab, which contains the- cuwas corrupt or if it hadbbeen installed
ing companys solutions expertise. rent session description; the Contactsom the CD ROM.

Knowledge Builder with Expert tab, which shows a range of current and

Reasoning, allows the author to easilyecent activities; and the Messages taKnowledge Builder

capture and ganize the support recem which shows the most recent errors and Knowledge Builder is used to create
mendations by simply recording prob warnings on Wb advisarThe user can and maintain all the knowledge bases
lems, causes, solutions, and questions.dtistomize this screen to show noticesised by V&b Advisor From here, you
features a visual drag-and-drop interfacavarnings, and errors. can create a new knowledge base, make

Web Authoring: Allows users to  Unfortunately there was no online all the associated templates, and finally
modify the knowledge base throughhelp available for \&Wb Advisor We package it for use by 8% Advisor
their Web browsers.

Web Advisor Escalation:Enables
users to send an e-mail to support- pe
sonnel if a problem cannot be resolvec
All session information is automatically
collected and forwarded with the e-mail

International Language: Supports
English, French, German, Spanish, an
Dutch languages.

OPERATIONAL TESTING

Although we were able to create ¢
small knowledge base using the
Knowledge Builderwe decided to base
most of our review on the produst’
sample knowledge base, which i
called Printer Designing and imple
menting a robust knowledge base goe

far beyond the tools that are used t
create it. The knowledge base must k
designed to anticipate every questio
thrown at it and manage every coneeiv
able permutation. Thus, creating ¢
knowledge base takes careful up-fror

planning and structuring. Such prelimi

naries can consume weeks or eve
months of design time.
Web Advisor

Web Advisor is the gateway betweer
the Web server and the knowledge

base. When the ¥ server receives a
request from a usexr WWeb browserit
uses CGI (Wbcgi.exe) to deliver the
request to Wb Advisor

In response, b Advisor dynami
cally creates a new page, which i
based on an HTML templates. Then, i
fills in the replacement fields within the
template with values obtained from the
system parameters, the initializatior
files, and the knowledge base. Thetw
page contains the information user
need to approach the resolution of the
problems. This information may be
conveyed via graphics and multimedia
Web Advisor sends the page back to th
Web browser through the &y server

Users can monitor @b Advisor activ
ity by using the Wb Advisor window

Subscribe FREE online at www.ctimag.com Cirdle No. 105 on Reader Service Card CTI™  Buyer's Guide 1997/1998 79
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1 Ennmiadge Auidde - Prinim Templates are modified HTML files.

Fie Edt Ecilos ncew Tock Heb In most cases, they need to be filled in
Al o and adjusted (by @b Advisor) pefore

| lei el ] ﬂ | they are sent to the requestingetV
s =l | browser This is done through replace
Opsawiryy Ciorfiss shan Fia ment fields and operators. The replace
Csiutirg Frewbiyn Ebog ment fields are place holders that need to
‘Lreaing el Sarmon . .

[l sy s Coisction be substituted with system parameters,
FRiting Fisclor o S initialization file variables, or knowl
LR LT . .
e edge base fields before the page is ready

s T s S L o for a browserThe operators (such as the
........................................................................................................................ — IF operator) are Used tO Iﬂﬂuence the

e ——————————————————————————————— segments they contain. They could be
;:m-mfr-ﬁu.-mam conditional or command operators. As
i such, the template is a simplistic macro
ﬂﬁw'fﬁtmmu : which yields the final HTML file when
Aersormm e ks Web Advisor processes it.
gifﬂmfﬂ'!"mm"mﬂ Editing Templates:You can modify
Choaarg Colection or augment templates to suit your pref
Rty ﬁﬁmhumumwr‘ Fig_ure 28. Knowledge erences. 3 start, you can open the Edit
Builder: Screen showing Template screen (Figure 30), which
1 indexing progress. allows you to select a template from the

sets of templates on the system. Then,
you can edit the template using a regu
Y ]| i text editor
[ General 1 aieh Sarvmt 1 You can also use the Ediefplate
screen to assign certain template sets to
a particular knowledge base. For exam
Broesee. | ple, for a given knowledge base, you
can designate a default template, which
I il el [ MMM Thenbepad exe Bioese. means this template will open by
Hitmormm. |
[ipasse.

Tarplsn [ adi |L' WWIHN Trotepad ase

default when Wb Advisor opens the
appropriate knowledge base.
Packaging: The Packaging option
KHL neor: [C:WIHN T kgt e : allows you to create a packing list of
the knowledge base. This list contains
all objects that are referenced by the
knowledge base. The packing list can
be used to ship the knowledge base to
another PC that runs & Advisor It
F ShewToobai [ Auts Dl W Buows can also be used to analyze the knowl
edge base in terms of objects refer

enced and ascertain that all objects are
Figure 29. Knowledge | accounted for
i 2 : ox.
Builder: Options screen. Indexing: The Index option indexes

the knowledge base for natural dan

Overview: We wanted to see how aing) that are taken on a particulaguage search. o0 must index all
completed knowledge base looked, sknowledge base (Figure 28). Theknowledge bases before you use them.
we opened up the Printer knowledg®ptions screen allows users to view Creating A Knowledge Basdo cre
base. W8 saw that all the knowledgeand modify some of the Knowledgeate an déctive knowledge base, you
bases in the system are kept within theBuilder parameters. From here, usersan rely on Expert Reasoning,
own directories with their associatedcan select favorite editors and applicaServiceSoft knowledge development
files. The main file, the .aob file, con tions to be associated with ®ifent methodology It replicates the trou
tains all the data that constitutes thactions (Figure 29). bleshooting processes used by experi
knowledge base. The data within this TemplatesKnowledge Builder comes enced support personnel.
file is presented by supporting andvith ready-to-use templates that are The Expert Reasoning philosophy
enhancing files. available to every knowledge base. Thessomprises three steps: identify the

Next, we took a look at a couple oftemplates range from the startup termproblem, determine the cause, and-sug
key Knowledge Builder screens. Theplate, which is used for the initial screengest or implement a likely solution.
Knowledge Builder window shows all to the congrats template, which congrattEach of these steps is well described in
the actions (such as opening and indejates the user when a problem is solvedthe Authoring manual, which is a must
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read for anyone who wishes to design
robust knowledge base.

27 Edit Template

In any case, when you're ready tq | fwadsble Templste Seks Template Sets For Parkes
move from philosophy to practice,| |
you'll need to work with the LI Prevesil b Add 3> Eﬂ,ﬁl;

Knowledge Editarthe tool you use to Delele...
create the main knowledge base fil = |
(that is, the .aob file). Once invoked, i Ini, |

opens a new window graphically dis

playing the flow of the knowledge base| | neni,-ﬁm| Set Delad Primaty | Bl FlTma ]
We chose the Knowledge Editor but Dhefaudl Prmaiy 5 et Primany Sat
ton from the Knowledge Builder win | | Hels | Eredlsed Endllzeid

dow and were presented with the
Printer knowledge base (Figure 31) | Femplsts fssin the Enclsed set

We fell in love with the presentation.| | [Facumen S C = ]

We saw two screens. One contained th dres

entire flow of the Knowledge Builder escalale Add I
The other contained the details of a-pa| | |/“**

. i s Fesader
ticular object within the flow gty

From here, we could easily makq | |massage

changes to the Printer knowledge bag | b
and modify the logic of the knowledge seskog

bases flow. For example, we could creatqd | |zobsion
and modify many objects within the| | |=tabp
knowledge base. These included probler| !
case, document, questions and answe
and decision tree objects. (Linking object

Figure 30. Knowledge
Builder: Screen showing
available templates. Llose |

fle [d mem Geleci ook [eple el e
= ey e 1) b|=ﬁ Fl| @
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Figure 31. Knowledge Builder: The
Knowledge Editor screen, which here

displays the printer knowledge base.
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brings the user to a resolution of his/h
problem. D facilitate the linking process,
and increase the accuracy of the resol

i Mghimaps - [Web kdwoer i, June B, 1337, 1B &S ERT]
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tion, the Knowledge Editor provides
rich set of tools.)
Once we had reviewed the Printe

ﬂ E:'I.F:-'ﬂl"lﬂltcll.‘cpm‘—mprum«-ll:-pl-ll
whatsHew? | whatiCel? | Dassbions | FeGach | Pesis | Gabwess |

knowledge base, we sat in the Usseat
for a test run. From our Wdows 95
client, we were able to access the Print
knowledge base’initial screen (Figure
32). We followed a few paths to gain &
resolution to our problems and the sys
tem was able to deliver good results.
We then decided to create a knewl
edge base from scratch. From th
Knowledge Builders window we cre
ated a new knowledge base. The on
requirement here was to assign it
name. Knowledge Builder also create
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the templates and the .aob file for u
with the initial relationships already in
place. Then, we launched the
Knowledge Editor application and
added a few simple nodes to the know!
edge base’ relationship. From the
Knowledge Builder screen, we indexe(
the knowledge base, and we were ab)
to access the knowledge base from o
client. Simple!
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Web Authoring
Not only can you modify a knowl
edge base with the Knowledge EdjtoROOM FOR IMPROVEMENT
you can use b Authoring, which  We hope ServiceSoft adds an Interne
works via the V&b. More specifically telephony module for voice support. _
Web Authoring allows authors and endSuch an addition would augment thé\dvisor and Knowledge Builder
users to contribute resolutions to th@roducts Escalation option. Also, the You must be aware, howeyehat
knowledge base using their ey Knowledge Editor needs some minoglthough Véb Advisor and Knowledge
browsers. improvements. \Wd prefer standard Builder are powerful and flexible
The Web Authoring tool brings the Windows scroll bars to the currenttools, they cannot, by themselves,
strengths of collaboration into the evomotif look. Bubble help for its toolbar design and implement a robust knew!
lution of a knowledge base. Individualswould be nice, too. edge base. Ultimatelthe success or
from across the ganization can con  We occasionally noticed a slowfailure of a knowledge base depends
tribute their input into the knowledgeresponse from b Advisor We hope ©n the author(s).d'help the author(s),
base, making it richer and more powerthat future versions will allow the ServiceSoft provides Expert
ful. Web Authoring can be set up toknowledge base designers to seledt€asoning, a knowledge development
allow secure or unsecured access to tfiem a range of optimizations such agnethodology ServiceSoft also pro

knowledge base. speed, size, and search capabilities. Vvides a two-day training session with
the product. Authors would be wise to
CONCLUSION

Web Advisor Escalation take advantage of these resources, and
If a knowledge base fails to resolve a ServiceSoft has done a superb jofus combine good tools with good
usets problem satisfactorilythe user of bringing the knowledge base to th&raftsmanship.
can resort to the Escalation optionWorld Wide Web. Using Véb Advisor
which sends an e-mail to the appropriatand Knowledge Builderyou can cre For information about free subscriptions, call
support personnel. Escalation requireste powerful and dynamic knowledgeour customer service department at 800-243-
an SMTP server that is addressable frofmases to support users and help the#f02 (toll free) or 203-852-6800, or visit our Web
Web Advisor Once the user selectsfind solutions to their problems. If site at www.ctimag.com. Contact the publisher,
Escalation, Wb Advisor automatically you are interested in providingRichard Tehrani, or the editor, Kevin M. Mayer,
captures all the necessary informatioonline, 24-hour support, reducingwith questions or comments about CT/ ™. E-mail
and sends it to the specified destinationelp desk congestion, and increasinddressed to rtehrani@tmenet.com or kmay-
for further support. your exposure, consider trying el er@tmenet.com) is always welcome. B
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Figure 32. Web Advisor:
Sample Web page generated

by Web Advisor.




