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Harris Stratex Networks’ 
Next-Gen Backhaul for 
Next-Gen Mobile 

One of the more interesting topics covered in this issue, 4G wireless, has 
some network operators worried – not whether WiMAX or LTE will 
dominate, but rather if backhaul pipes can be built quickly that are capable 

of handling the increased broadband traffic these new technologies will bring about.

Fortunately, Harris Stratex Networks (www.harrisstratex.com) has devised a new 4G 
wireless backhaul innovation tailored for North American network operators: an 
enhanced version of their Eclipse Packet Node solution. 

The enhanced Eclipse Packet Node includes Harris Stratex’ new IRU600 all-indoor 
radio unit, capable of reducing backhaul traffic bottlenecks and speeding operators’ 
migration/evolution to high-speed IP backhaul.

The new Eclipse Packet Node makes its appearance just as network operators have come to 
realize that the traditional T1 and E1 copper leased lines normally used to connect base sta-
tions to each other and thence to the core cannot possibly handle backhaul traffic demands if 
operators and users enthusiastically adopt such bandwidth-gobbling technologies as 4G/LTE.  

Optical fiber connections can offer great bandwidth but are quite expensive and take time to 
construct. Harris Stratex’ microwave backhaul approach, however, will enable operators to 
lower network operations costs as they quickly increase network capacity and efficiency.

The IRU600 radio unit allows for easy access to the radio equipment for maintenance and 
upgrades, and occupies only a fraction of the rack space required for previous-generation 
equipment. The highly compact IRU600 offers increased system performance for longer 
reach, and yet it sports low power consumption compared to other radios in its class.

Ready and waiting for the coming 4G networks, the IRU600 supports pure native 
Ethernet/IP traffic up to a maximum throughput of 400 Mbps in a single radio 
channel and enables native mixed-mode operation to provide continued support 
for older technology-based TDM traffic, enabling gradual and controlled backhaul 
network migration to all-IP networks, thus reducing investment risks. 

The IRU600’s great reach and minimal power consumption should make it a favorite 
among smaller carriers wanting to bring high bandwidth wireless IP broadband ac-
cess and transport offerings to rural, unserved and underserved locales. 

Although this particular platform is designed for the North American market, point-to-point 
microwave (and wireless communications in general) is very popular in third-world countries, 
since such architectures cost less realize in physical form, as opposed to wireline construction. 
(Besides, people tend to steal copper wiring.) Even in North America, if 4G mobile broadband 
becomes as popular as quickly as, say, the iPhone, a tremendous amount of backhaul capacity 
will be needed in a very short time, something that only microwave technology can deliver.  

As it happens, Harris Stratex Networks has a number of other interesting wireless tricks up 
its sleeve. For example, EADS Defense and Security (DS), a systems solutions provider for 
armed forces and civil security worldwide, has selected Harris Stratex to supply them with 
secure wireless broadband microwave transmission equipment and network service assur-
ance solutions for use in the defense and security industries. This will include Harris Stratex 
Eclipse platform, NetBoss network management solutions and associated support services.

Now if somebody could just invent a decent microwave oven, that would really 
be something.   IT
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Publisher’s Outlook

Avocent Sees the Big Picture

Enterprise data centers, small-to-medium businesses and 
branch offices worldwide use Avocent Corporation’s 
(www.avocent.com) digital, embedded, wireless and 

mobile technologies. This Huntsville, Ala.-based company of-
fers a huge range of products, including local and remote switching devices, serial 
console servers, digital extension and embedded (IPMI) technologies, service 
processor managers, and wireless, mobile and video display solutions. Indeed, 85 
percent of Fortune 1000 companies use hardware and software from Avocent.

A basic theme at Avocent is to provide IT customers with centralized management capabili-
ties so that IT administrators can sit at a single console and control local and remote servers, 
network data center devices, and mobile, power and environmental appliances. Avocent’s 
key product in this are is DSView 3 management software that provides control of their 
data center and remote locations with a browser-based interface. The company’s products 
have It has pre-built integration compatibility with Citrix XenServer and Windows Server 
2008, along with a new dynamic Power Manager module that monitors and measures 
energy consumption, costs and trends across the data center and remote locations.

“This is becoming important,” Avocent’s Vice President of Product Management, 
C.C. Fridlin told me, “because many people don’t know what’s in their data centers – 
they don’t have a good view. We’ve found that, amazingly, 15-30 percent of devices in 
the data center do no work at all. Capacity issues involving power, cooling and space 
are also major pain points. That’s why virtualization is a good way of starting over. 
We can pull real-time data to give IT folks actionable information. We can manage 
information for our clients because our products have access to all the information. 
Essentially, we give clients the intelligence to manage their assets.”

That can also be seen in Avocent’s LANDesk Asset Lifecycle Manager, which goes 
beyond the tracking of assets by creating a database that extends management of a 
company’s hardware and software assets through their complete lifecycle (i.e., from 
before procurement and past end-of-life). LANDesk Asset Lifecycle Manager can 
reveal the true value of a company’s IT systems, which in turn enables companies to 
better formulate their planning and purchasing activities.

“As you grow your data center you drive facilities and cooling costs,” says Fridlin. 
“The CFO wants to understand what each asset is going to be used for. It’s more 
than just gauging capital costs. C-level executives want a strategic plan that takes into 
account an asset and what its additional costs and benefits are.” 

“The framework for LANDesk applications is the Avocent Management Platform [AMP], 
says Diane Conerly, Avocent’s training manager. “The AMP is used in two ways in Asset 
Lifecycle Manager: for licensing/activation and synchronization, but that’s not required. 
We’re working on ways to allow third parties to develop applications based on SDKs. They 
will also feed data in through AMP and you’ll be able to see it on the DSView console.”

Furthermore, Avocent’s MergePoint Infrastructure Explorer solution enables data center man-
agers to assess current assets, including power and HVAC utilization and visualize changes in 
real-time. It can take into account new technologies such as virtualization as well as infrastruc-
ture configuration changes. The Infrastructure Explorer can also leverage the functionality of 
Avocent’s management software, DSview3 if it’s installed along with associated infrastructure 
hardware regarding access and control, power and serial device management. 

Avocent has achieved a new level in terms of devising ways to perform data center 
planning, change management while and providinge integration with Avocent’s ac-
tive infrastructure products.   IT
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By: Brough Turner

Next-Gen Mobility — A Step Back, Then a Step Forward

The past 10 years have seen near universal 
adoption of mobile phones in the developed 
world and billions of people in emerging 
markets with mobile phones as their first 
phone. This mobility revolution has been 

about personal communications — voice and text messages 
(SMS). Now with the advent of 3G networks, the Blackberry and 
then the iPhone, we can see the outlines of a next generation of 
mobility. It’s still early, as few devices have completely open mobile 
Internet access — even iPhones have restrictions on applications 
and how they access the mobile Internet. But the flood of apps in 
the iPhone application store indicates what’s ahead.

Mobile phones have changed the way we communicate by add-
ing mobility to a single purpose application — telephony. The 
Internet is a far richer application space. Open mobile Internet 
connectivity will enable a range of apps that far exceed anything 
we’ve seen with telephony or the fixed Internet. But there are a few 
bumps in the road, as neither mobile WiMAX nor Long Term 
Evolution (LTE) handle voice with the performance of today’s 2G 
and 3G networks, which were designed for voice telephony — 
SMS was an accident and IP data was an add-on. Next-Gen radio 
networks, WiMAX and LTE, are designed for data — they’re 100 
percent focused on IP, with little thought to voice and no thought 
to SMS. The need for data is clear and the IP Multimedia Subsys-

tem (IMS) was going to handle voice telephony. Unfortunately, 
IMS is complex and even partial implementations are not widely 
deployed so, today, there is no agreement on how to provide voice 
services over LTE or mobile WiMAX.

There are three proposed solutions for LTE: IMS, Voice 
over LTE via Generic Access (VoLGA), and keeping 2G/3G 
networks for voice while LTE carries just data, a hybrid 
strategy referred to as circuit-switch fallback. IMS is doing 
poorly, while VOLGA and circuit-switch fallback are still 
being standardized. So there will be a multi-year delay. Does 
this matter? Yes. The mobility revolution will come when we 
combine the innovation the open Internet fosters, with the 
intimacy and interactivity of a personal mobile device. In the 
near future, the video experience on a mobile device at 15 
inches will match that of a TV set at 6-8 feet, and you won’t 
have to fight over the remote control! With 4G wireless, you 
can think about streaming video from your handset to your 
friends — “Hey Joe, we just reached the Everest base camp, 
check out this view!”

Now if we could just agree how to make voice telephony work on 
LTE, we could get on with the next mobility revolution.   IT

Brough Turner is chief strategy officer of Dialogic (www.dialogic.com).

Next Wave Redux

FCC Imposes VoIP Discontinuance and Portability Rules

The past month the FCC issued two 
orders of significance to VoIP provid-
ers. First, the FCC voted to adopt a 

Report and Order on service discontinuation require-
ments. Citing the need to further enhance consumer 
protections, VoIP providers will now be required to adhere 
to the FCC’s existing discontinuation rules that apply to 
non-dominant common carriers. The FCC’s current rules 
require non-dominant domestic carriers to provide notice 
to customers at least 30 days prior to the discontinuance, 
inform certain state authorities of the discontinuation, 
and obtain prior FCC approval before undertaking the 
service disruption. 

In their remarks, the Commissioners described this re-
quirement as minimally burdensome on the industry, and 
intended to prevent abrupt service disruptions, advance 
consumer protection, and enhance public safety by reduc-
ing instances where consumers lose access to 911 services.

In the second item, the Commission adopted a Report and 
Order on the local number portability porting interval for 
wireline-to-wireline and intermodal simple port requests. 
The Commissioners voted to reduce the porting interval 
from four business days to one business day for simple 
ports. This requirement applies to all service provid-
ers currently subject to the Commission’s porting rules 
(including VoIP providers). The Commission will ask the 
North American Numbering Council (NANC) to draft an 
updated porting process “flow” to account for the reduced 
timeframe. The FCC also released a Further Notice of Pro-
posed Rulemaking to refresh the record on how to further 
improve the porting process, and how to build on the new 
one business day porting interval.   IT

William B. Wilhelm Jr. is a partner in the law firm of 
Bingham McCutchen LLP. For more information please visit 
them online at www.bingham.com. The preceding represents 
the views of the author and does not necessarily represent the 
views of Bingham McCutchen LLP or its clients.

Regulation Watch

By: William B. Wilhelm Jr. 
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SMB UC Finally?

In a 2008 TMC article (www.tmcnet.
com/10800.1), I suggested that the 
SMB market opportunity for VoIP was 

poised to finally take-off. I suggested that there had been 
three major impasses holding up broad SMB adoption:

1. Confidence in the reliability, performance and 
quality of VoIP solutions. Generally, I believe that the 
technology maturation has reduced the early concerns 
about quality, reliability and performance. However, 
there’s a growing awareness that quality needs to be 
continually monitored; networks need to be adequately 
designed for capacity, fall-back and recovery — and the 
potentiality for SIP Trunking reducing telecom expenses 
has become a growing issue and also affects the reliability/
quality issue. Also, VoIP has largely been displaced in 
the industry’s thinking by Unified Communications 
(UC) — as the umbrella term for what my colleagues 
at UCStrategies.com have defined as “Communications 
Integrated to Optimize Business Processes.” UC is poised 
to grow as the economy recovers.

2. Product priced for the SMB space. Many SMB-
focused and designed solutions have been introduced as 
both hosted and traditional CPE-based solutions (also 
hybrids of hosted/CPE) and have been priced more appro-
priately for SMBs. The many solution options may make 
it more difficult for SMBs to make a decision, if they are 
searching for a solution on their own. Also, the economy 
apparently affected  
Microsoft’s entry into the SMB 
VoIP space, Response Point. 
(Microsoft may release a Response 
Point update at June’s end.) Anoth-
er fender-bender on the solution 
road for SMBs is the restructuring 
of Nortel, historically a major pro-
vider of SMB CPE solutions.

3. Channels or Route-to-Market 
to offer solutions effectively to 
this space. SMB channels for IT 
solutions seem to be popping up — 
or growing — everywhere. A year 
ago, one would have had difficulty 
locating an SMB-focused portal 
on the websites of the traditional 
SMB providers — the Telcos. Now, 
many of them appear to have re-

discovered SMB and are growing their outreach, support 
and sales to SMBs. Also, most of the equipment providers 
have stepped up their focus on SMB channels, perhaps to 
fill the Nortel vacuum, but it is welcomed. And I expect 
to see more experiments with retail, such as the initiative 
of 8X8 with Office Depot, as more SMBs are turning to 
retail to acquire their IT products/services.

Well, I have to admit I was overly optimistic in 
2008 — VoIP thinking has been replaced by Unified 
Communications (UC); products designed and priced 
specifically for SMBs have been introduced by many 
players; questions about reliability and quality issues 
have been largely addressed but still in-play; and 
channels to effectively sell to SMBs (e.g., coverage, 
capability and cost-effectiveness) are still being sorted 
through — and then the economic collapse happened.

So, what’s to happen now? Is my prediction likely to be 
changed by only one or two digits (to 2009 or 2010). I 
have to say, I’m not sure, but optimistic that new business 
growth at the SMB side of the market will be a leader of the 
recovery, so, I vote for early 2010. Your thoughts?   IT

David Yedwab is a founding partner in Market Strategy and 
Analytics Partners LLC. Contact him at 908-879-2835 or david.
yedwab@mktstrategy-analytics.

By: David Yedwab
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By: Richard “Zippy” Grigonis

HP recently launched their HP Extreme 
Scale-Out (ExSO) portfolio designed 
to deliver a new magnitude of cost and 
resource savings for businesses involved 

in Web 2.0, cloud and high-performance computing. These 
“scale-out” business models operate with thousands of servers 
and push the limits of current technology solutions. 

At the core of the HP ExSO portfolio is the HP ProLiant SL 
server family, which uses a “skinless” systems architecture replacing 
traditional chassis and rack form factors with an extremely light-
weight rail and tray design. This reduces capital, facilities and ship-
ping costs while using a fraction of the space normally required in 
a data center. There are three HP ProLiant G6 servers: 

• HP ProLiant SL2x170z G6 delivers high-density compute with 
two servers in each 1U tray for highly dense applications such as 
high-performance computing and web front-end applications.

• HP ProLiant SL160z G6 delivers increased memory with 18 
dual, in-line memory module (DIMM) slots and up to two 
peripheral component interconnect (PCI) slots, making it ideal 
for large memory-cache apps. 

• HP ProLiant SL170z G6 delivers the greatest storage capacity 
with up to six large form-factor Serial ATA (SATA) or serial-at-
tached SCSI (SAS) hard drives. The server is ideal for large stor-
age applications such as web search and database applications.

Another HP ExSO portfolio component is the HP Data Center 
Environmental Edge that provides customers with great visibility 
of their data centers by using small sensors to monitor power 
and cooling distribution, 24 hours a day, seven days a week, thus 
enablgin customers to eliminate inefficiencies while increasing 
data center capacity and reducing energy consumption. 

John Gromala, director of the industry standard servers (ISS) unit 
at Hewlett-Packard, says, “What are Extreme Scale-Out custom-
ers? They’re the high profile organizations we’ve heard so much 
about such as the Surge Web 2.0 type companies. But there’s also a 
broader set that aren’t often talked about, such as the online gaming 
companies, and even in some cases enterprise customers that you 
know that are doing simulations and are replacing what used to be 
physical activities with computer simulations. Simulated auto crash 
testing using Scale-Out architectures is one example.”   IT

Richard Grigonis is executive editor of TMC’s IP Communications Group.

Nitty Gritty

The HP Extreme Scale-Out Portfolio

Continuity Planning 101 — An Investment  
in Business Continuity

Disaster Preparedness

A critical key to an 
ongoing BC and 
DR plan is to em-

ploy the latest technology. The purpose is two-fold. One is to 
incorporate new safeguards and the second is to reduce costs. 
Virtualization, SIP trunking and hosted services all provide 
Green solutions that increase reliability yet save energy and 
money. Certainly today’s market provides a profusion of new 
solutions and sorting through them can be time consuming. 
However, you can simplify the process by attending ITEXPO 
September 1-3, at the Los Angeles, Convention Center.
The advantage of attending a live conference is total technol-
ogy immersion. ITEXPO hosts scores of conference sessions, 
workshops, TMC University Certifications plus networking 
with up to 150 exhibiting companies. Whether you are an 
end-user company, a vendor, integrator, contact center… there 
is something for every attendee.

As this column has constantly stressed, advance preparation 
is critical for BC and DR plans. The same adage can be said 
for trade conferences. Don’t do the 3 S’s (Sign up, Show up 

and Stumble around). Prior to attending ITEXPO carefully 
research the site and select the conferences and workshops that 
are critical to your research. Next review the list of exhibitors, 
visit their web sites and select the ones that are of interest. 
Then give them a call and set an appointment. Set appoint-
ments will guarantee “quality face time” and also maximize the 
time you can devote to workshops and conference sessions. 
In this economy budgets are tight and, as with DR plans, 
management sign-off is vital. Demonstrating that you have a 
detailed agenda will accelerate the approval process.

The key to a reliable BC/DR plan is to ensure that the plan 
makes use of the latest Internet telephony and related tech-
nologies. Certainly the protection of your company is worth 
the investment in attending ITEXPO.   IT

Max Schroeder is the senior vice president of FaxCore, Inc. (www.
faxcore.com ) and managing director of the DPCF.

Rich Tehrani is the president and group editor-in-chief at TMC and is 
conference chairman of Internet Telephony Conference & EXPO.

By: Rich Tehrani & Max Schroeder
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SIP Trunks and Security

Security remains a top concern for many busi-
nesses and ITSPs looking into SIP trunking. 
How can communications routed over the 
public Internet or a managed connection really 
be secure? The fact is, with the right measures 

in place and with the proper planning, SIP trunk deployments can 
work flawlessly and be more secure than the PSTN. Here’s how:

Address interoperability — Making sure the IP-PBX and ITSP 
are interoperable will not only smooth the way for an easy deploy-
ment, but also solve the majority of security headaches. Opportu-
nities for hackers, spoofers, etc., are easy to come by when there 
are inconsistencies between these two key components. Leading 
IP-PBXs and ITSPs are aggressively conducting interoperability 
testing; make sure your equipment and service providers have 
demonstrated successful interoperability with one another. SIP-
based edge devices also smooth out interoperability issues, “nor-
malizing” the SIP signaling between the ITSP and IP-PBX. They 
also provide these normalization functions for any future changes 
you may make, future-proofing your SIP trunk deployments to 
ensure interoperability down the road.

Further simplifying vendor interoperability, the SIP Forum has 
developed the SIPconnect Technical Recommendation, a stan-

dards-based guideline for SIP trunking between IP PBXs and 
VoIP service provider networks. As more service providers, PBX 
vendors and edge device manufacturers adopt this standard, SIP 
trunk implementation issues will be significantly reduced.

Employ security measures — Like other servers in the enterprise 
network, the IP-PBX should be protected from unauthorized ac-
cess. Many firewalls today don’t adequately protect against attacks 
on SIP infrastructure so the edge device chosen should enforce 
rules and policies designed to protect this vital asset. Also, encryp-
tion can be used to reduce eavesdropping opportunities.

Authentication with the service provider — Some IP-PBX 
equipment can support this natively, while others cannot. 
A full SIP proxy firewall or other edge device may offer this 
capability as well, allowing enterprises with non-authenticating 
IP-PBXs to leverage the benefits of SIP trunking securely.

At the SIP Trunk Seminars at the ITEXPO in September, in Los An-
geles, we’ll be talking more about SIP trunking and security with lead-
ing experts. These seminars are free to all ITEXPO attendees. Stop by 
anytime to learn more — we look forward to seeing you there.   IT

Steven Johnson is president of Ingate Systems (www.ingate.com).

By: Steven Johnson
Ask the SIP Trunk Expert
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Customer intimate contact centers engage 
customers, enabling companies to build strong 
relationships and loyalty. How do they do it?

1. Empowered and engaged employees. Agents are hired 
because of skills that foster customer intimacy, like analytical 
skills, problem resolution, and empathy. Supported by strong 
training and coaching, agents are empowered to resolve issues 
rather than hand off problems.

2. Personalized and customized self service. The customer 
intimate contact center engages customers through personal-
ization at every touchpoint, realizing that service occurs any-
time, anywhere. Instead of generic voice menus, flat websites 
or one way communication, they build a sense of shared goals, 
based on customer knowledge.

3. Comprehensive and shared knowledge of the customer. The 
customer intimate center uses data from cross channel customer 
experiences and other customer information to predict customer 
needs, providing an intimate experience that fosters loyalty.

4. Close communication and collaboration with other 
parts of the business. Building customer intimacy cuts across 
many departments, systems, media, and processes, and is often 

influenced by things outside of the contact center’s control. So 
how a delayed flight is handled in the contact center makes the 
difference between a satisfied or disgruntled customer.

5. Clear brand identity. Customer intimate centers focus 
on what’s achievable within their brand and deliver it well 
and consistently. They concentrate on the things they want 
customers to remember.

6. Maintain the customer’s perspective. What does it take to 
set up new electric service, to dispute a charge on a credit card, 
or purchase a product? Where are there memorable experiences 
and where are the roadblocks?

7. Balance measures of customer intimacy with operational 
metrics. The customer intimate center measures success in 
building customer relationships. So rather than obsess about 
average handle time, the focus is more on the quality of the 
contact. Instead of the number of web hits, the focus is on the 
level of visitor involvement with the site.   IT

Elaine Cascio is a vice president at Vanguard Communications 
Corporation, a consulting firm specializing in customer experience, 
contact center processes, operations and technology. Contact Elaine 
at ecascio@vanguard.net or visit www.vanguard.net.

Viewpoint: Voice of the Customer

Seven Rules for the Customer Intimate 
Contact Center

By: Elaine Cascio

By: Hunter Newby

Stimulating the Industry

The economic recovery is all the news these 
days. Whether it be by natural rebounding in 
the business cycle as companies get back to 
growth as they should, or by creating money 

out of thin air for the purposes of stimulating the dead back to life 
either way we all continue to look ahead to new opportunities. 
We are in the midst of the largest issuance of fiat currency in the 
history of the world — the $787 billion American Recovery and 
Reinvestment Act (ARRA) and a rather small by comparison com-
ponent of that is the $7.2 billion Broadband Technology Oppor-
tunities Program (BTOP). There is no choice but for it to work.

Putting aside the fact that in the 1980s $7 Billion would have 
made people jump and shout, but today it’s a bit of a yawn, es-
pecially given the true task at hand, the fact remains that there 
will be a massive investment in broadband and the physical 
infrastructure that supports it. This investment will inevitably 
pave the way for more VoIP services, which is good for all of 
us. Broadband itself will be coupled with access to it make it 
possible. Once that’s available the applications will flow.

Without knowing exactly the timing of when the positive 
impact will actually occur, an assessment can still be made 
on what the $7-plus billion will do for VoIP deployment 
as a factor of broadband investment to date and the VoIP 
traffic that exists. The BTOP isn’t anywhere near the total 
number, but there will be progress made, particularly in 
rural TDM America. So, even if your company cannot 
directly apply for Stimulus funds, as long as you are in the 
VoIP business at some layer you will most likely see incre-
mental growth from those that do apply and win grants and 
loans. Couple that with a credit market recovery and maybe 
we can all get back to high-growth business.

More broadband brings more VoIP and that leads to more 
VoIP Peering!   IT

Hunter Newby is the chief strategy officer and a director of a 
special purpose acquisition corporation focused on the communica-
tions industry. Reach him at hunter@hunternewby.com or visit 
www.hunternewby.com.

VoIPeering
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Channel Marketing Strategies: Give-back Programs

We all know that the economy is in bad shape. People are not 
spending money. How can a company provide incentive for in-
dividuals or companies to purchase phone service from them? 
Competition is getting stronger and price differentiation is 
becoming non-existent. While people are moving to VoIP, it is 
getting harder to compete with the big boys. Many companies 
are looking to give-back programs to give them the advantage.

Corporate Responsibility. While it is not required, it is 
taught in virtually every university business degree program 
that companies need to take care of the community. It is a part 
of the company’s responsibility as a good citizen. Some compa-
nies offer Give-back programs just to use it as a reference, but 
others are real zealots for the causes that they are supporting.

It is best for these programs to be ongoing programs so the 
company and the supported organization learn how to work 
together and support each other’s efforts.

Give-back programs take advantage of one of the strongest 
marketing techniques available — Word-of-Mouth. Once 
you have made a customer and the customer knows that 
you are supporting a specific program that they also want to 
support, they will tell a friend, relative, associate, or busi-
ness partner about the product or service that you are sell-
ing. Once the word gets out, this can snow ball into serious 
consumer spending.

Give-back to the Organization. Rackspace Hosting is a great 
example of a company that is giving back to organizations. 
They have a program that is very well defined on the website 
and it is easy for local organizations to apply for the grants that 
Rackspace provides. To name a few:

• Family Service Organization
• Junior achievement
• The King William Fair
• Websites for Heros
• The Fund
• Girls, Inc.
• San Antonio Food bank
• The Children’s Shelter

The Rackspace give-back program is a good example of a or-
ganizational give-back program. Check it out at: http://www.
rackspace.com/information/events/rackgivesback.php.

Organization where VoIP will have a significant impact as well 
as cost savings and where word-of-mouth referral rates will be 
significant are churches, schools, clubs, charities etc.

Give-back to a Cause. A great example of an organization that 
gives back to a cause or multiple causes is GoDaddy. They sup-
port causes such as the following:

• Parkinson’s research
• breast cancer
• child abuse
• disabled children
• domestic violence
• teenage homelessness
• animal shelters

This year GoDaddy is projected to break their 1.7 million dollar 
donation record set last year. They are committed to their causes 
and as a result, they receive business from individuals and busi-
nesses that support their ideals and want to do business with a 
company that gives back to the causes they also support.

Having been in the U.S. Marines like Bob Parson, I am glad to 
see that they also make the Marine Corps Reserve Toys for Tots 
program one of their recipients of their donations. Seeing how 
it works, I look to GoDaddy in a more favorable light because 
they are helping an organization to which I feel very close!

MagicJack. MagicJack also has Give-back programs for the 
channel that give-back to a cause. They will give $4 to Breast 
Cancer Research or $4 to Juvenile Diabetes Research when 
purchases are made through selected resellers.

Refer a Friend. Is just what it says. If you refer a friend to a 
company and that friend purchases product from the company, 
the company will provide a finder’s fee to you or make a con-
tribution to the charitable organization involved. Depending 
on the dollar amount or percentage incentive, refer-a-friend 
promotions can be quite effective.

In summary, while give-back programs may help generate ad-
ditional sales, give-back programs should first be designed to 
contribute the local organizational or the specific cause. The 
primary goal here is to provide the money to the organization 
that needs the money. This should be done with as much zeal 
and energy as possible once the organization or cause has been 
selected. This is where the company can have a significant im-
pact in society and their local community. Companies that get 
involved via give-back programs help shape the future of the 
local community, the United Sates and the rest of the world.

This is an activity that should remain in the hands of the company 
and not be made another government function or program.   IT

Don Witt is president of cyLogistics (www.cylogistics.com).

By: Don Witt

The Channel Perspective
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Talking with Ingram Micro’s Mike O’Brien

Sometimes even the wildest superlatives can hold 
true. For example, you can say with a straight face 
that Ingram Micro Inc. (www.ingrammicro.com) 

is the world’s largest technology distributor and a lead-
ing technology sales, marketing and logistics company. 
Their immense array of unique marketing programs, 
outsourced logistics services, technical support, finan-
cial services and product aggregation and distribution 
have touched the workings of 170,000 resellers by dis-
tributing and marketing hundreds of thousands of IT 
products worldwide from nearly 1,400 suppliers.

By: Richard “Zippy” Grigonis

Ingram Micro Logistics provides broad, customizable ser-
vices for order management and fulfillment, contract manu-
facturing, contract warehousing, product procurement, 
product “pack out” and cartonization, reverse logistics, 
transportation management, customer care, credit and col-
lection management services and other value chain services. 
Ingram Micro serves 150 countries and is the only global IT 
distributor with operations in Asia.

Yours Truly recently had an interesting conversation with In-
gram’s Michael O’Brien, a technology solutions engineer.

RG: Is working with the distributor/reseller channel more 
difficult with IP communications than the old circuit-
switched items?

MO: Actually, no. This is a personal observation and may 
not reflect Ingram Micro’s experience as a whole. But I’d 
say it’s a lot easier to work them on the IP side, because 
many of the resellers with which we work are very familiar 
with the network infrastructure. Additionally, when you 
get into circuit-switched products and systems, well, look 
at your traditional PBX. There are many different compo-
nents that you must size and configure. You’ve got to buy 
the proper chassis, and so forth. Then there are circuit-
switched infrastructure components. We don’t carry them, 
because we’re attached to the notion that IP communica-
tions is where the industry is going. It’s the future of tele-
com. When you talk about traditional IP telephony, you’re 
referring to some type of server appliance – whatever your 
call processor is going to be, along with the licensing. 
Outside of that, in terms of a typical ‘build’ you’re just 
looking at the phones and the infrastructure. 

RG: The big movement for years was to make the network 
endpoints intelligent, but the network is becoming more intel-
ligent too, interestingly.

The network’s intelligence is increasing simply because when 
you put more “stuff ” on the network, the more management 
you need over it. Everybody strives for facilitating real-time 
communications. But if a network is not properly designed, 
you can lose the advantages afforded by VoIP. In the circuit-
switching world, however, you didn’t really have to worry 
about that, since you were dealing with dedicated bandwidth. 
But the cost of building and managing those dedicated circuits 
could become astronomical. 

RG: It’s fun to see how IP PBXs can be so inexpensive because 
in many cases they’re just software and a PC. 

MO: One tough aspect in dealing with IP communications is 
figuring out where the initial cost is going to come from. In 
order to combat that, all of us at Ingram have trained and we 
help our resellers convey the long-term values and benefits of 
such things as unified communications. The conversations are 
changing from, “What are the up-front costs?” to “What are 
the costs five years down the road?” That applies to everything 
from the infrastructure, remote workers, conferencing capabili-
ties, and so forth. Sometimes it’s hard to wrap all that into a 
good picture. People will indeed save money moving over to 
this technology. We emphasize that because many people have 
a tendency to compare sticker prices and they don’t like sticker 
shock, especially those members of the small and medium-sized 
business (SMB) world. It’s pretty tough to position IP unless 
you can demonstrate the ROI. We work pretty hard with many 
of our partners who see the long-term value of IP communica-
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tions, but their customers are complaining that they have an old 
key system in place and it only cost $2,000 so why should they 
move to a $6,000 system? You’ve got to get them to look beyond 
the initial costs and instead examine the costs incurred over a 
longer time interval, and the savings that can result from using 
IP communications products and services.

RG: The SMB segment has been the “Holy Grail” of VARs, 
VADs, distributors and integrators for years. 

MO: Well, they represent something like 90 percent of the 
opportunities out there. It’s a big pool. But many people 
want to compare things in an apples-to-apples manner. If I 
had a traditional PBX or key system and compared it to an 
IP-based platform, they’re definitely not going to match up 
in terms of pricing, but where’s the infrastructure coming 
from to support the IP PBX? That’s where the other costs are 
coming in – by adding in all of the other pieces into the IP 
world. So now, I’ve got everything from my data network, 
voice network, my video network, wireless capabilities, and 
so forth – all of them are opened up when you adopt an IP 
communications environment. Those are the things that go 
into the sticker shock of the newer solutions, as I mentioned 
earlier. People find that they didn’t take into account such 
things as administration. If you have separate voice and data 
systems, they’ve each got everything from management tools, 
to administrators, to maintenance contracts, and a support-
ing infrastructure. So you could actually have two different 
pools of costs to deal with, versus the costs savings when you 
converge everything into a single system. You can start mini-
mizing things such as network administration and manage-
ment tools. You can move to a smaller set of tools, thus sav-
ing money. The biggest cost, of course, is the infrastructure. 
It must be managed and it’s subject to maintenance costs.

RG: Open source telephony is so inexpensive these days, does 
it interfere with your telecom business?

MO: I can tell you an interesting story in that regard. I 
lived in a 10-story building in downtown Buffalo, N.Y. 
Since it was downtown, friends used to stop by from 
work before starting their weekend activities. It was a nice 
meeting spot for everybody, but it was a secure build-
ing. So I tried configuring an Asterisk system so that I 
could use an IP phone to open the locked door down-
stairs. But when I and my roommate went to configure 
the system, we ran into some technical roadblocks. And 
who could we turn to for support of the software? On top 
of that, there’s still a cost, because you still have to buy 
the hardware on which the software runs. So you have a 
hardware investment and you have a support investment 
for the hardware. Granted, the software running on the 
hardware is free, but where do you get quick support? 

The easy answer is that there are a million forums out 
there, as opposed to picking up the phone and calling the 
actual vendor, which is what you can do with proprietary 
systems if anything happens from a software or hardware 
standpoint. Some vendors offer contracts where I could 
have had some technician from a company travel to my 
building and arrive within, say, two to four hours, to 
either fix or replace everything. In the world of business 
communications you want peace of mind.

That was my big story to combat open source. Other-
wise, open source is great. It’s free. But where do you get 
help when you need it right away? Many people ask me 
about using the Linux operating system. But if you look at 
software vendors that actually use or offer Linux seriously, 
such as Novell, granted they don’t make a lot of money of 
the software piece, because Linux is essentially shareware. 
But these companies do make some money off of support-
ing their version of it by selling maintenance contracts, the 
“surround stuff.” If you look at a lot of the IP PBX software 
that’s out there, the port is the biggest issue. You’re relying 
on a community to continually develop the program, as 
opposed to companies that are trying to both make money 
and make a name for themselves in the industry.

However, consider that Cisco’s Communication Manager 
Server is a Linux platform. But they built it and they sup-
port it. I’m sure quite a bit of money and effort went into 
developing that product to bring it up to their standards. 
You can tell by counting the number of versions released 
over the past two to three years. Cisco is interesting because 
they play in so many arenas: Switching, routing, video, 
security, and now voice. They’ve been around in the grand 
scheme of things for quite a long time.

RG: Are you dealing with more video and collaboration items?

MO: Yes. That’s because travel is becoming too expensive 
and time-consuming. For Ingram to send me on the road 
to locations in two different cities can cost thousands of 
dollars. Just think of the cost of airfare, hotels, rental cars, 
food, and on and on. Now consider an organization where 
a third of their employees are “field-facing” or “externally-
facing,” which means they’re not based in one support 
area; they have many remote and field workers, people 
resembling myself who every week. You take the costs as-
sociated with one traveling employee and multiple it by, 
say, 200 employees. Suddenly, investing $150,000 upfront 
in a videoconferencing solution appears to be a no-brainer. 
That’s why we have to stay on top of things, to gauge how 
the world is changing.   IT

Richard Grigonis is executive editor of TMC’s IP Communications Group.
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What’s the Bottom Line on UC?

The term UC is being used everywhere. 
Whatever happened to unified messaging 
(UM)? We skipped right over it. Google 
Voice seems to have the right idea: Put 
voice, email and chat in the same portal. 

Along the way the platforms seemed to have skipped this and 
gone on to bigger and better things. It appears to me that the 
transition for the consumers would have been better in baby 
steps. But UM is hardly even mentioned any more. When I talk 
to VoIP providers about offering hosted email to their custom-
ers, they ask me why? It goes back to UM for me. I want one 
inbox that I can access from my PC, laptop or smartphone.

Eric Thomas, chief executive offider of FreedomVOICE Sys-
tems, said that UC means: “Being able to deliver voice, fax and 
email through one interface. In our case, we deliver voice and 
fax to the end users’ email.”

Todd Regan, vice president of marketing at AireSpring, isn’t 
“overly concerned about how we position unified devices and 
what they should be labeled or which specific features they 

should have. For me, the key is that we are able to integrate with 
these IP enabled devices the moment they become available to 
customers… We firmly support technology and change.”

Ultimately it is about enabling IP communications through one 
portal. That’s why the talk now is about Unified Desktop, especially 
in the Contact Center space. The desktop being the one portal for 
first call resolution. For many workers, the portal device will either be 
a desktop IP phone, a laptop with a softphone app or a smartphone. 
Instead of a nifty acronymn, the one thing that both Thomas and 
Regan pointed out: It has to be about reliability delivered voice service. 
At the end of the day, that’s what makes the best connection — not 
text or email — but a voice talking to another person.

Boiled down, UC is about efficiency, cost reduction, improved cus-
tomer service, productivity, down sizing and geographically dispersed 
workforce. UC is ultimately about real-time communications no mat-
ter the platform — SMS, email, text, voicemail, voice, fax.   IT

Peter Radizeski is head of RAD-INFO, Inc., a consulting agency 
specializing in the telecom industry.

By: Peter Radizeski

On Rad’s Radar
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VoIP Testing Made Easy with Automation

When you take a look at all the exciting developments in 
the communications space — a daily visit to TMCnet will 
keep you abreast of all the happenings in the industry — it’s 
sometimes hard to imagine that all the innovative products and 
solutions that are being rolled out to business and residential 
customers work reliably.  Yet, they do — though sometimes 
upgrades come with a few wrinkles that need to be ironed out.

To avoid the hassles of patching holes in security measures or fixing 
other slight defects in programming, perhaps the most important 
aspect to developing new solutions or upgrades is the testing process.  
Providers and vendors alike have to test for protocol and services in-
terworking, performance, capacity, network strain, and more, because 
they need to ensure any glitches or shortcomings are identified before 
the new product or solution is rolled out to the user community.  
Once that happens, it is both costly and embarrassing to fix problems.

Fortunately, there is a wide array of test solution vendors that 
provide all the necessary equipment and software to test ef-
fectively. Less fortunate, however, is that none of the solutions 
perform all the necessary testing functions equally well.  

“Some are good for call generation, but not so good at feature 
testing; others are very good at feature testing, but aren’t the 
best for voice quality testing, and so on,” explained Terry 
Caterisano, President and CEO of CallMation.  “So, you often 
end up with a variety of test equipment from a number of dif-
ferent vendors in test labs over time”

While that may be something of an inconvenience, it’s something 
providers and equipment manufacturers have come to terms with.  
However, what presents a bigger challenge is a comprehensive tool for 
automating testing across these various vendors’ products, something 
that would allow testers to automate many of the repeated procedures 
that are required with new product releases and software upgrades.

That’s the challenge Caterisano says CallMation allows testers 
to overcome with its WerkMATE solution.

Most test equipment vendors, he acknowledges, include some 
level of automation with their solutions, but not enough.  
More importantly, though, the automation they do enable isn’t 
compatible with other vendors’ products.  WerkMATE, on the 
other hand, sits on top of all the various test solutions in a lab, 
providing a vendor agnostic solution that runs not only the 
test equipment, but also handles devices under test and other 

ancillary equipment, as well as data collection and storage of 
scripts and results in a central repository.

Importantly, because many companies have already developed 
some of their own scripting, CallMation’s solution allows them to 
leverage that existing work, enabling those scripts and programs to 
be run through and stored in its automation framework as well.

As for the ability to manage testing across different vendors’ 
solutions, Caseritano says there really aren’t any standards yet.  
Most vendors provide some level of automation and remote 
control over their devices, but only for the very basic functions, 
like loading a script, starting it, stopping it, and capturing 
results.  The problem is that there is no consistency between 
vendors as to how they enable those capabilities.  

CallMation has developed a means to normalize those func-
tions, and all others, effectively eliminating the need for users 
to understand the different operating details for their different 
equipment.  It does this through a series of adapters devel-
oped to connect the WerkMATE software to test equipment, 
allowing users to use generic command sequences to automate 
testing.  The specific handling of proprietary interfaces is done 
behind the scenes, along with error handling and exceptions.

CallMation has also developed a generic adapter that allows us-
ers to script their own device interfaces, so they don’t necessarily 
have to use the pre-built adapters.  The adapters, though, have 
been developed with the intent of relieving much of the burden 
associated with running test equipment from different vendors.  
Test equipment vendors generally make the specifications for 
their command interfaces available, largely because CallMation 
isn’t viewed as a competitive threat.

“They aren’t really in this space,” said Caterisano.  “It’s up to third 
parties, like CallMation, to develop these innovative solutions.”

In fact, he notes that, if a user is able to enter commands into 
a terminal to test devices or software, that test solution can be 
automated with WerkMATE.  However, he is quick to note 
that this not a complete replacement for manual testing.  

“There will always be a need for manual testing,” he says.  
“But, if I can offload 50 percent of the work I do on a daily 
basis onto a framework that runs tests overnight and on week-
ends, I’m ahead of the game.”   IT

By: Erik Linask 

Table of Contents  •  Ad Index
GoTo: GoTo:

http://www.itmag.com


Project1:Layout 1 1/22/2009 6:04 PM Page 1

http://www.tmcnet.com/redir?u=1003293


ENTERPRISE

N
EW

S

Each NEWS snippet is more in-depth on our web site. 
Point your browser to the URL above the story you wish to read.

http://tmcnet.com/12415.1

Polycom Joins BroadSoft  
Developer Contest 
Polycom has joined Broadsoft as 
a co-sponsor of the “XContestv2 
Developer Challenge,” whose winner 
will be awarded with cash prizes of 
over $30,000 and given the oppor-
tunity to showcase their applications 
to BroadSoft’s global customer base 
of more than 450 telecommunica-
tions service providers. The contest is 
co-sponsored by IBM and is designed 
to help developers create compelling 
business and consumer communica-
tions applications.  
www.polycom.com

www.broadsoft.com

www.ibm.com

http://tmcnet.com/12385.1

Globalive Picks DragonWave for 3G 
Network Build across Canada
DragonWave, a global supplier of 
high-capacity and wireless native 

Ethernet backhaul solutions for mobile 
and access networks, is offering its 
services to Globalive Wireless Manage-
ment Corp., Canada’s newest provider 
of wireless communications services. 
The company selected DragonWave 
to provide high-capacity, cost effective 
next generation wireless backhaul for 
its high-speed packet access network. 
Today’s high-bandwidth applications 
demand high-capacity networks. Drag-
onWave’s made-in-Canada Horizon 
Compact product allows companies 
to meet the growing demand for more 
bandwidth without the expense of 
building or expanding a fiber back-
bone, officials said.
www.globalive.com

www.dragonwaveinc.com

http://tmcnet.com/12417.1

Telanetix Releases New Version of 
DPS Product
Telanetix, Inc., a communications 

solutions provider offering next 
generation voice services and video 
telepresence solutions, has released 
a new version of its Digital Phone 
System (DPS) product, targeted at 
the Small Business Market. According 
to Telanetix officials, the new release 
provides the capability of operating 
multiple businesses out of one 
location using one phone system 
and executives and entrepreneurs 
now have the option of running 
two completely different kinds of 
companies from the same building 
using the same personnel. When a call 
comes in, the phone system displays 
which business was called, so the 
person answering the phone knows 
how to answer. The result is that an 
entrepreneur can run two businesses 
with one phone system, an advanced 
productivity feature that was not 
previously available, he added.
www.telanetix.com

http://tmcnet.com/12448.1

Telanetix Intros Single Phone  
System for SMBs
Telanetix announced the release of a new 
version of its Digital Phone System (DPS) 
product, which is specifically created for 
Small Offices and Home Offices, and 
other Small Business Market segments, so 
that entrepreneurs can run more than one 
organization from same or different build-
ings, based on requirements, and with the 
same staffing resources, by using a single 
telephone system. Officials at the company 
say that the new product allows an indi-
vidual to register more than one company, 
each with a unique telephone number. The 
Digital Phone System then identifies the 
number of the company being called and 
graphically alerts the phone operator by 
furnishing the accurate incoming call in-
formation for the correct target company.
www.telenetix.com

http://tmcnet.com/12449.1

ESTOS and Dialogic Offering Solution 
for Microsoft OCS 2007
Responding to a need among en-

terprises seeking PBX desk phone 
integration and control from within 
the Microsoft Office Communica-
tor 2007 client, Dialogic and ESTOS 
have announced they’ve created a 
single platform for PBX-to-IP media 
gateway functions for VoIP service 
and remote call control for legacy 
PBX digital desk phones.  Specifically, 
the companies have announced that 
the Dialogic 4000 Media Gateway 
Series (DMG4000 Series) will host the 
ESTOS CallControlGateway software 
and that they’ll provide the mediation 
server role for Microsoft Office Com-
munications Server 2007 R2.

http://tmcnet.com/12450.1

HP Offers Payback Guarantee for  
Managed Print Services Customers
HP introduced improving productiv-
ity. In a typical enterprise printing en-
vironment, industry experts estimate 
that for every dollar spent on hard 
costs, another $9 is spent managing 

the printed documents over their 
life cycles. Considering that global 
enterprise companies will spend more 
than $172 billion on printing new 
Managed Print Services aimed to help 
enterprise customers look beyond 
printing devices to navigate the cur-
rent explosion of information and 
content while reducing costs and this 
year, the costs associated with manag-
ing this information can be stagger-
ing. HP has introduced two offerings 
to help enterprises cut printing costs. 
The HP Printing Payback Guarantee: 
If qualified enterprise customers do 
not reach their projected savings goals 
within 12 months of implementa-
tion of HP Managed Print Services 
(MPS), HP will make up the differ-
ence; and the HP Page Plan, which 
offer bundled solutions managed by 
the customer provide a scalable, flex-
ible way to take greater control of an 
enterprise’s departmental imaging and 
printing environment.
www.hp.com
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Get the facts about SIP trunking. Learn everything you need to know from 
the industry’s leading experts in these educational seminars, free for all 
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Enterprise infrastructure     Service provider view
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Zer01 Mobile Launches Nationwide 
Unlimited Voice, Data and Web 
Mobile Wireless
Zer01 Mobile, a wholesale VoIP partner of 
Pervasip Corp., has announced the formal 
launch of its new nationwide voice, data 
and Web mobile wireless service. This new 
service is designed to allow users to make 
as many phone calls as they wish, surf the 
Web, view movies and videos, send and 
receive text messages, download music and 
use their smartphone for a variety of other 
applications for one, low monthly fee. In 
offering this new mobile wireless service as 
a mobile virtual network enabler, Zer01 
Mobile has created its own grouping of mo-
bile virtual network operators and strategic 
business alliances. 
www.zer01mobile.com

http://tmcnet.com/12381.1

Quattro Wireless and Mobext Partner 
on Advanced Mobile Analytics
Quattro Wireless and Mobext, the mobile 
marketing arm of Havas Digital that provides 
data driven advertising solutions within the 
mobile channel, have formed a strategic 

partnership focused on mobile analytics. This 
partnership aims to bring more sophisticated 
analytic tools to help brands understand bet-
ter what mobile contributes to their overall 
campaigns. This partnership expands on 
Quattro Wireless’ and Mobext’s joint initia-
tives over the past year-and-a-half for clients 
including Amtrak, Kmart, Choice Hotels, 
Volvo and McDonald’s. These initiatives have 
included custom mobile site sponsorships, 
mobile advertising programs and creation 
and hosting of advertiser campaign sites.
www.quattrowireless.com

http://tmcnet.com/12382.1

Sprint, Ericsson Reach $5 Billion 
Network Management Deal
Sprint and Ericsson announced that the 
companies reached an agreement under 
which Ericsson will take on 6,000 Sprint 
employees in a seven-year services contract 
worth between $4.5 billion and $5 billion. 
Under the deal, Sprint will keep full owner-
ship and control of its network assets and 
continue to make network investment and 
strategy decisions, the company said. That 
means Sprint customers will continued to 
be served by Sprint employees. The deal is 

expected to help Sprint make “operational 
efficiencies” while it helps Ericsson’s network 
services business expand in North America, 
the companies said.
 
http://tmcnet.com/12383.1

Wireless ePay Now Available on 
BlackBerry and Android Market
The Wireless ePay Credit Card Processing 
application of USA ePay is now available 
as a free download from BlackBerry’s App 
World as well as the Android Marketplace. 
USA ePay helps merchants to process their 
credit card and check transactions with 
speed and security. Earlier, BlackBerry users 
had to plug their phones into their com-
puter in order to load Wireless ePay. Now 
users will be able to load Wireless ePay for 
BlackBerry application on their phones by 
using App World. The Wireless ePay Credit 
Card Processing application will allow retail 
merchants to accept credit card payments 
through their existing mobile device on 
any cellular service provider. It also allows 
merchants to choose their own phone and 
provider to process transactions wirelessly. 
www.blackberry.com 

www.android.com

www.tmcnet.com/13037.1 

Noble Systems Partners with Cynergy 
Telecom for Optimized Telecom Services
Noble Systems has partnered with Cyn-
ergy Telecom to offer superior and afford-
able telecom services for Noble Systems 
clients. Before signing this agreement, 
Noble Systems has researched the market 
to find the best combination of value and 
service, and eventually has selected Cyn-
ergy as a preferred provider to help clients 
achieve maximum efficiency, realize 
significant financial benefits, and manage 
their everyday telecom needs.
http://www.noblesys.com

http://www.cynergytelecom.com 

www.tmcnet.com/13038.1 

Telecom Expense Management Group 
Pursues International Expansion
The Telecommunications Expense Manage-
ment Industry Association announced that 
five new companies joined on as members 
of the organization, a move the association 

attributes to their recent program expansion 
and reduction in membership fees. 
 
Recent findings from a survey of the as-
sociations members reveals that “the TEM 
market is stronger than expected” as broader 
challenges in fixed, mobile and international 
communications expenses arise.
www.temia.org 

 

www.tmcnet.com/13039.1 

Report Underscores the Value of  
TEM Programs
AOTMP released a new report, “The Val-
ue of Maintaining TEM,” which aims to 
help those responsible for TEM programs 
by examining the value of maintaining 
these initiatives. AOTMP Vice President 
of Knowledge Operations, Timothy 
Colwell, noted that the report quantifies 
the sustainable value an effective TEM 
program returns to the enterprise.

Cost savings have been identified as the 
biggest loss when companies eliminate 

a TEM program, along with losses in 
process efficiencies and user productiv-
ity gains. AOTMP cites lack of program 
visibility as the top reason programs are 
considered for elimination.
http://www.aotmp.com/ 

www.tmcnet.com/13041.1 

Telecom Veteran Joins Spectrum 
Board; Company Eyes Rise of TEM
To help support growth and success 
within the telecommunication industry, 
Spectrum recently added industry veter-
an John J. “Jack” Mueller to its board of 
directors. Troy McCracken, Spectrum’s 
CEO, says Mueller has a history of driv-
ing innovation and will “bring a unique 
insight into our ongoing development of 
TrueVue, our TEM solution, as well as 
where Spectrum’s focus should be over 
the next several years to continue our 
growth and success within the telecom-
munications industry.
http://www.3spectrum.com/index.asp
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RG: What is OnRelay’s Unified MBX 
and how does it leverage Open Source?

IP: OnRelay’s Unified MBX software is a 
Mobile PBX — a complete IP communica-
tions system built for mobile phones. Unified 
MBX provides businesses with a stand-alone 
unified telephony system, while bringing 
all the IP PBX functionality to the mobile 
phone. Unified MBX allows companies to 
deploy IP communications without any of 
the expense of proprietary telephony hard-
ware, IP PBX licenses or desk phones. By re-
placing wired business communications with 
cellular, companies save up to 80 percent of 
the cost of IPT. However, Unified MBX can 
fully support desk phones and softphones 
when required by the end-user.

We developed Unified MBX to meet the 
need of our service provider partners for a 
cost-effective, easily deployable mobile PBX 
solution for SMBs and mobile work groups. 
They needed a solution which could be 
hosted in their networks and provided as 
SaaS, or deployed on customer premises on 
a standard server. In both cases, the solution 
had to be scalable, intuitive to the end user, 
and available at a SMB price point.

For over a year, OnRelay’s development team 
explored the options to meet these require-
ments. We integrated our established Cellular 
FMC software with a number of potential 
PBX candidates, including Microsoft OCS 
— and these tests, together with our nine-
year history of supporting proprietary boxes 
from Cisco, Nortel, Siemens and Avaya, led 
us to look at open source. We found that 
open source PBXs, in particular sipXecs IP 
PBX, had reached a level of maturity, scal-
ability and feature-richness to rival, and in 
sipXecs’ case exceed, that of closed systems. 
By choosing open source, our customers 
could benefit from advanced IP function-
alities, continually added to and refined by 

a strong open source community, without 
having to spend on IP PBX licenses.

We chose sipXecs IP PBX for the product, 
and provide this pre-integrated with our 
established Cellular FMC software. What 
we’ve therefore achieved in Unified MBX 
is a balance between proprietary FMC 
technology and open source to meet market 
need. Our customers download a complete 
bundle of Cellular FMC software, sipXecs, 
and Linux OS behind a single install shield. 
sipXecs provides the UC telephony server, 
and all the key features of an advanced PBX, 
and our Cellular FMC technology makes 
this mobile. The only hardware required is a 
standard server or VMware instance. 

Since 2001, OnRelay’s technology has 
allowed companies to replace deskphones 
with mobile phones. Now by combining 
this with the open source sipXecs IP PBX, 
we allow companies to replace all their tele-
phony hardware with hosted software.

RG: Why did you pick sipXecs for the 
open source IP PBX?

IP: We chose sipXecs IP PBX after careful 
prototyping. SipXecs came out on top in 
four key areas: SIP-compliancy; ease of 
use; feature-richness; and scalability. As 
the only 100 percent SIP-compliant open 
source IP PBX, sipXecs offers a very dif-
ferent architecture to Asterisk. In my view, 
Asterisk was developed to perform as a 
traditional centralized PBX. SipXecs offers 
the more forward-facing approach, using 
SIP to facilitate a peer-to-peer architecture 
between end-points. For the customer, 
this means that sipXecs needs less server 
power — sipXecs media traffic does need 
not go through one centralized server, so 
that server can be quite small and need 
only handle SIP signaling and some media 
storage like voicemail.

What SIP-compliancy means to OnRe-
lay is that we can offer a mobile PBX 
solution to be hosted by mobile opera-
tors, as well as fixed. By combining our 
solution with SIP-based mobile VPNs, 
operators can host FMC services, 
while keeping all voice media traffic in 
their network (rather than it having to 
trombone through the customer PBX). 
Only the data signaling passes into the 
PBX, so the customer avoids all fixed-
to-mobile and mobile-to-fixed termi-
nation charges. And SipXecs’s ease of 
use is notable both in installation and 
ongoing management of the system. 
We’ve supported the install of Unified 
MBX entirely remotely for customers in 
Europe and Asia-Pac. We’ve found end-
users able to manage their own profiles 
through the powerful web-based man-
agement system. Maturity and feature-
richness are two strengths provided 
by SIPfoundry (www.sipfoundry.org), 
the open source community behind 
sipXecs. Over 400 features are listed on 
the sipXecs IP PBX wiki http://sipx-
wiki.calivia.com/index.php/The_sipX-
ecs_IP_PBX_Feature_List.

Finally, we required scalability. SipXecs is 
the only open source PBX able to scale to 
large corporate deployments with several 
branch offices, and we have successfully 
tested over 1,000 extensions without any 
limitations. According to the SIPfoundry 
site, the largest known installation serves 
6,000-plus users connected to one redun-
dant (HA) system. Our engineers believe 
that the platform has the potential to 
scale further.   IT

Talking with Ivar Plahte, CEO, OnRelay
By: Richard “Zippy” Grigonis

OnRelay (www.onrelay.com) is a privately held unified communications 
software company focused on cellular fixed mobile convergence. 
The company recently launched Unified MBX, a software-only 

communications system for mobile phones that utilizes open source. Yours 
Truly recently discussed this product with OnRelay’s CEO, Ivar Plahte.
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A congenial, family owned-and-operated company that’s fo-
cused entirely on their customer community and superb agent 
channel, Los Angeles-based AireSpring continues to thrive in 
today’s economic downturn, offering VoIP/SIP trunking and 
various other converged IP solutions along with collaboration 
services (note their new “AireConference,” a revolutionary toll-
free reservationless conferencing product) and even traditional 
voice and transport services. All of AireSpring’s offerings enable 
businesses and carriers of any size to interact seamlessly with 
their customers, employees, vendors and partners worldwide.

To fathom the continuing success of AireSpring, Yours Truly 
caught up with Avi Lonstein, AireSpring’s CEO and eldest of 
the three Lonstein brothers who run the company.

RG: I must admit, it’s unusual these days to find an amiable, 
well-run family organization in this industry that’s admired 
and respected by their own channel, and is doing well finan-
cially to boot. What’s the secret to your success?

AL: AireSpring is a carrier focused entirely on the customer 
community and agent channel. We are indeed a family-owned 
and managed business, and are proud of that fact. Perhaps 
that’s why we take a conservative approach so that, even in 
today’s tough economy, we continue not only to grow but 
remain cash-flow positive and profitable with no debt. We re-
main profitable without resorting to any leverage or any other 
outside factor that would get in the way of our continued focus 
on customers and agents.

We offer products in the area of voice and data services 
and we’re very proud of what we’ve done to build our VoIP 
network over the past several years. While there are many 
companies out there that have simply built VoIP networks, 
we’ve tried to concentrate on product sets that will meet our 
customers’ needs. AireSpring has several different product sets: 
We have a local product for local customers and our strength 
in that product is our ability to reach out to most markets 
throughout the U.S. by using the access networks of our 

underlying partners. We can serve places beyond the reach of 
our competitors. We bring the ability to tie together multiple, 
disparate locations, such as in multiple states, and put every-
thing under one network and one invoice.

Our local product gives customers the ability to complete calls 
on-net at no cost. Obviously that cuts costs if a business hap-
pens to be a multi-location operation. It allows them in this 
harsh economy to find a quick and easy way to reduce costs 
and simplify their operations. We offer those services over our 
VoIP network but connections are made to and from the cus-
tomer either via “pure” SIP trunks or via TDM or TDM/PRI 
connections. We’ve seen tremendous interest in the channel for 
our local product set.

We’re very excited by the extremely strong interest in the mar-
ketplace for our product sets both in the call center commu-
nity, and for local products using our advanced VoIP network.

RG: I’ve heard that call centers are another AireSpring forte.

AL: The other big area that focuses on our VoIP network 
involves our high volume call center customers. AireSpring 
has excelled in that area for many years. Our call center cus-
tomers have a unique set of issues and problems with which 
they deal in a changing environment. It’s tougher than ever 
for call center operators to negotiate the changes occur-
ring in the industry. For example, there are new types of 
surcharges that many of the major carriers have levied, such 
as short-duration surcharges, and various fees. Essentially, 
it’s very difficult to find ways to complete those calls. We 
at AireSpring are very pleased to have built a product set 

Talking with Avi Lonstein,  
CEO, AireSpring

By Richard “Zippy” Grigonis

W hether you’re a large global enterprise, SMB 
or government agency that needs to send 
voice, video or data globally, or a service 

provider, local or long distance carrier, or cable operator 
wanting to expand your bundled service portfolio, there’s 
a “super CLEC” out there that has just the right product/
service for you — AireSpring (www.airespring.com).  
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especially designed for both high-volume inbound and out-
bound call centers, meeting their needs not only in terms 
of pricing, but also by avoiding any sort of short-duration 
surcharge. It’s able to complete a high volume of calls, not 
only on a per-second basis — as in traditional CPS met-
rics — but also in terms of supporting a large concurrent 
call capacity. We offer that with termination to major tier-1 
carriers, so you can be sure that the service is of very high 
quality. We work with great interest and care in this area.

RG: So, AireSpring is a “super CLEC”?

AL: We’ve definitely built a kind of “super CLEC” model. 
Some say that our national local service offering makes 
AireSpring the nation’s largest CVNO [CLEC Virtual Net-
work Operator]. Really, the beauty of what we’ve done can be 
described as follows: If you look at how most of the CLECs are 
built, they’re very much focused on specific markets. Obvious-
ly, there are both bigger and smaller CLECs out there. There 
are some, such as XO Communications and PayTek, that have 
pretty wide coverage, but even then they can’t be everywhere 
and in every market. By tying together access networks from 
multiple CLECs and from IXC providers, and using IP as an 
underlying backbone, we’re able to get to places that, frankly, 
others can’t. We have a massive reach. So yes, we do have a sort 
of “super CLEC” model where we can go anywhere. Many 
of our customers have few or terrible options in some of the 
places in which they operate. We can offer them a different 
option that gives them a competitive advantage. For a pure-
play, agent-focused company, we have a very strong reputation, 
a diverse product set, and we have the ability to use multiple 
underlying carriers for network access.

We’re now very attentive to the expansion of our super CLEC 
model with access throughout America, which is fairly new, 
but we’re doing a very good job. Frankly, I think many of our 
agents know us for our work in the long-distance market, 
though we are more well-known for our work with the big 
call centers. But I don’t think as many of our agents know that 
we’re a very strong local player and that we have such strong 
product sets. We can do things such as disaster recovery or 
Direct Termination Overlow [DTO] services that allow a local 
customer to be able to overflow or reroute their service to an-
other location or even to TDM trunks in the case of a failure. 
We can support interoffice calling and conference calling, and 
in all we offer a really robust package at a very reasonable price. 
In today’s economy everyone’s trying to make sure that they 
can get the best value out of every dollar spent, and I believe 
we can help them achieve that.

RG: Tell me about your sterling agent/VAR community that 
I’ve heard so much about.

AL: We don’t sell direct. We absolutely sell through the 
channel and we intensely focus on it. It’s the core tenant 

of our business. We believe the channel adds a lot of value 
by building relationships with customers and servicing 
their needs. If you ask around I think you’ll discover that 
AireSpring is a very well-regarded company in the agent 
community. We do what we can to offer not only the high-
est and most lucrative commission and compensation pack-
ages to our agents. Agents like us because we can meet their 
needs, coming up with just the right solution for a particu-
lar customer’s needs at that moment. So we’re a little more 
flexible than the bigger guys. That doesn’t mean that other 
companies don’t have great programs, they do. But we’re 
completely focused on the agent channel, so if you look at 
another carrier you may see that they have conflicts among 
their retail, agent/carrier and even wholesale sales teams. 
There may be “protected accounts,” for example.

We’re very service-oriented and our hands-on management and 
ownership teams are heavily involved in ensuring that every 
customer gets exactly what they need and gets the service they 
deserve — service that they wouldn’t normally receive if they 
went to a major tier-1 carrier, unless they happened to be a 
significant customer with revenues exceeding several hundred 
thousand dollars a month.

Moreover, we offer agents a “pure evergreen contract,” which 
means that we will pay commissions to our agents, no mat-
ter what. [An evergreen contract is one that in principle must 
be agreed to regularly, but is always continued automatically.] 
There aren’t many evergreen contracts out there, but we stand 
behind ours and we would never adjust an agent’s commission 
downward for any reason.

We also recognize that sometimes AireSpring is just part 
of a larger solution, and so we don’t force agents into 
exclusive agreements with us. We’re a very good example 
of what I call a channel-friendly and channel-exclusive 
company. We’re there to meet the specific needs of our 
agents. They want to offer the most competitive product 
for their customers, they want to have a wide range of op-
tions, they need to be compensated, and we try to ensure 
that when they turn in an order it will be properly dealt 
with and they and their customers will receive the neces-
sary support. I believe we do a very good job of that in an 
operation of our size.

RG: So there are no bumps in the road?

AL: We’re happy that our growth continues despite the current 
economic situation. That’s partly because of our continued focus 
on the channel, and partly because of our expanded product set 
running on our VoIP network, and our ability to offer products 
focused on specific segments of that market, not to mention our 
doing a really good job serving those segments.   IT

Richard Grigonis is executive editor of TMC’s IP Communications Group.
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UniData Communication Systems (www.udcsystems.com), founded 
in 1997 in South Korea, is an IP-based handset manufacturer, with 
the goal of creating a terminal or system of the future with a set of 
functions optimized and maximized for transferring video, voice, and 
data to and from any platform. The company points out that its IP 
handsets provide for users’ three Qs – QoS (Quality of Service), QoL 
(Quality of Life), and QoE (Quality of Experience).

To that end, UniData has brought a flair for both creativity 
and technical expertise in its development of everything from 
its first dial-up PC communication-based voice chatting solu-
tion, to today’s sophisticated WiFi-enabled phones.

In 2000, for example, UniData developed a revolutionary H.323-
based IP desktop telephone (IPW-2000), also known as an “IP 
Centrex phone,” which communicates over an Ethernet LAN 
connection and supports G.711, G.723.1, and G.729 audio codecs. 
It was one of the first devices that could place calls to through 
gatekeepers set up in an ISP, CLEC, or ITSP, whereupon the 
call would either continue as an IP call or hop off to the PSTN. 
Among its many capabilities was interoperability with the AG 
Communications/Lucent Technologies iMerge product.

Among UniData products, the IPW-2000 was awarded the 
Best of Show at CT Expo 2000 and received Editors’ Choice 
and Product of the Year awards from this magazine (Internet 
Telephony) in 2001.

Starting with an ODM contract with Japan’s Hitachi Cable, 
UniData has been supplying Session Initiation Protocol (SIP)-based 
WiFi phones to the business market since 2004. Another one of 
UniData’s notable technical achievements is its Wireless IP5000, 
which was awarded Grand Prix at the Networld+Interop Tokyo 
2004 and was selected in 2005 as the favored terminal by Japan’s 
top-ranked company for wired communication. It’s an advanced 
wireless IP phone that provides crystal clear voice communication 
over an IEEE 802.11b/g wireless IP network. The WirelessIP5000 
supports the conveniences and functions of a digital phone such as 
hold and transfer, call waiting, caller ID, and also perfectly integrates 
with most PBX and IP PBX systems along with a company’s exist-
ing wireless and wired networks.

Case Study – LG Dacom and the Consumer Market

LG Dacom is the second largest wireline telco in South Korea (part 
of LG Electronics) that, after noticing a low number of subscribed 
household voice phone users, started up a voice and data service 
under the “myLG070” brand on June 20, 2007, partly in an effort 

to take the lead in Korea’s high-speed Internet market of 25 million 
households. As of June 2009, the company has garnered 1.5 million 
subscribed users. Later, LG Dacom added IPTV service to its product 
mix, enhancing its position as the leading carrier of triple play service. 

To differentiate itself from the competition and attract new 
customers, the company pursued bundling voice service 
in all IP environments and launched a “free calls between 
subscribers” program. As a result, LG Dacom today holds the 
largest share South Korean household market.

A year before helping LG Dacom start its service, UniData 
signed an Original Design Manufacturer (ODM) contract 
began developing the WiFI phones that LG Dacom would 
use as its endpoints for customers using the “myLG070” 
service – the WPU-7000 and the WPU-7700. As of March 
2009, UniData had sold 350,000 units of the initial model 
WPU-7000 and 850,000 of the WPU-7700. UniData 
continues to be the phone supplier of choice to LG Dacom 
customers. Despite intense competition, LG Dacom’s service 
continues to attract customers. Indeed, LG Dacom managed 
to retain the customers who switched from wired to VoIP 
service by allowing them to keep their previous phone 
numbers. As a result, the company could raise its sales target 
in 2008 and again in 2009. LG Dacom plans on reaching 2.6 
million subscribers by the end of 2009.

One reason for LG Dacom’s success is South Korea’s favorable 
environment – the number of the Internet users exceeded 90 
percent of the population and bandwidth access soared to 
100 Mbps from the expanded infrastructure. Another was the 
VoIP and IPTV combined sales market structure of South 
Korea. Lastly, the improved voice quality and customization 
involving the hardware and software architecture of UniData’s 
WPU-7700 appealed to both LG Dacom and its customers; 
its user-friendly features and sophisticated functions (SMS, 
weather, stock, shopping, etc.) were also factors contributing to 
the product’s success.

UniData has completed compatibility tests involving the WPU-
7700 and Nortel, Avaya, and Broadsoft equipment and supplies 
the product foreign markets through 11 partners worldwide.

In September 2009, UniData will impress the world yet again 
as it releases the world’s first wireless video WiFi phones: the 
SQ-3500 and SQ-3100.   IT

Richard Grigonis is executive editor of TMC’s IP Communications Group.

UniData’s WiFi Phones — 
Designed to Impress

By Richard “Zippy” Grigonis
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360networks (www.360networks.com) is a leading wholesale 
provider of communications products and services in the 
western United States. Interestingly, 360networks’ voice and 
data solutions are built and run over a sophisticated 17,200-
mile fiber-optic backbone wholly-owned and operated by the 
company itself.

In 2008, 360networks impressed the industry with a Single 
Point of Interconnection T1 (SPI T1) service enabling 
360networks’ carrier customers to provide point-to-point, 
clear channel T1s to their subscribers in over 974 wire centers 
in 32 markets. Customers can interconnect to 360networks’ 
backbone network at one or more points of presence (POPs) 
and then easily order end-to-end T1 access from the point of 
interconnection to the end-user location at a flat-rate price per 
T1 without any additional recurring port fees, long-haul or 
local loop charges.

360networks recently announced that is has expanded its SPI 
offering by adding DS3s and also is introducing a new Dedi-
cated Internet Access (DIA) service to its portfolio. The new 
DIA service that was just recently launched is now available 
throughout the 360networks footprint.

360networks’ Senior Vice President, Rick Coma, says, “Our 
SPI T1 product is a Layer 1 service where we provide the 
customers with a channelized connection to a market of their 
choice, and then we deliver T1s out to all of their end-user 

locations. By expanding our capacity with DS3s, we’re basically 
just leveraging that same single point of interconnection so 
our customers can bring T1s and DS3s back through the same 
interface and our long-haul network to deliver services directly 
to their end-user customers. The SPI T1 and DS3 product al-
lows our customers to easily deploy a variety of services to their 
customers such as hosted VoIP, SIP trunking or MPLS.”

“Our new Direct Internet Access, or DIA service is provided 
both at T1 and DS3 levels. The difference between our SPI 
and DIA services is that SPI is a clear-channel, Layer 1, 
point-to-point service and our new DIA service is a Layer 3 
Internet access product. With the DIA service we are providing 
end-user Internet access and it’s all managed via 360networks, 
so there is no physical interconnection to the customer — it 
comes back to our edge routers and then to the Internet. 
Moreover, both the SPI and DIA products integrate well with 
our VoIP360 product portfolio so our carrier customers can 
provide managed hosted and SIP trunking solutions to their 
end-user subscribers. This rounds out our portfolio so by 
utilizing our VoIP and DIA products our customers can now 
package and deliver a fully managed on-net hosted VoIP or SIP 
trunking solution.”

“In a sense, we make it easy to become a provider of inte-
grated voice and data solutions,” continues Coma. “If you 
have equipment in a single collocation facility you can now 
deliver a fully managed on-net solution across a large footprint 
without having to own or manage a network. It’s much like 
what the Session Initiation Protocol (SIP) accomplished in 
the VoIP world, where you just need a single IP connection 
to serve multiple markets. The same concept holds with the 
SPI service; you can bring all the traffic from multiple markets 
back to a single point of interconnection so you don’t have to 
manage your own long-haul or access network.

As a wholesale carrier we want to provide services that will 
help our customers deliver high quality solutions to their end 
user customers. By combining our transport assets with our 
next-generation IP and VoIP platform our customers can now 
deliver a cost-effective fully managed integrated voice and data 
solution. We will continue to build on our product portfolio 
and deliver services that will facilitate the delivery of quality 
end user services.”   IT

Richard Grigonis is executive editor of TMC’s IP Communications Group.

360networks Offers Local DS3 and 
Direct Internet Access Services

By Richard “Zippy” Grigonis

“...by utilizing our VoIP 
and DIA products our 
customers can now 
package and deliver 
a fully managed on-
net hosted VoIP or SIP 
trunking solution.”
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Feature Story

In the telecom world, a company may not even realize it has 
“gone green,” since its carrier, service provider, and/or equip-
ment vendors may have already instituted major changes 
without anyone else realizing it.

Up with Ethernet, Down with IP Routers as 
Packet Integrators

With the current economic environment, coupled with exploding 
bandwidth consumption and shrinking margins, lowering power 
consumption of a network not only helps save the environment, 
but helps profitability as well. The first, and perhaps most obvious 
way, of saving power is simply to choose a vendor with the lower 
power consumption per function provided. While this approach 
will save power (and every little bit helps), dramatically greater re-
ductions can be realized through making a network more efficient.

To better understand how to make a network more efficient, one 
must first understand where the power is consumed in a network. 
IP networks are based upon the Open Systems Interconnection 
Reference Model, a 7-layer protocol stack. In general, the higher 
up the stack you go, the more power is required per packet being 
transmitted, as greater amounts of CPU processing and high speed 
memory are needed. For example, at layer 2, a MAC table needs 
to be maintained, while moving to layer 3 results in MAC and 
IP lookup tables being maintained, as well as requiring a packet 
forwarding engine. Simply avoiding layer 3 until IP connectivity is 
absolutely needed can save substantial amounts of energy.

Similarly, there are several other techniques that may be used to 
make a network more power efficient. By leveraging longhaul 
technologies, an enterprise can skip active sites, leading to lower 
‘Watts/bit/km’ of packets transported. Reducing the amount of 
signal regeneration that occurs in a network saves power (optical 
bypass is the most energy efficient way to deal with transit traf-
fic), as does reducing the number of redundant layers of packet 
aggregation. The typical network today has multiple layers of 
packet aggregation, and collapsing these layers into a single ag-
gregation layer can yield substantial benefits. Finally, enterprises 

should unify disparate networks into a single network. With 
today’s Ethernet demarcation techniques and low-cost CWDM 
and DWDM optics, there is simply no longer a need to run 
separate residential, business, wholesale, wireless, backhaul, and 
other networks. Combining them into a single multipurpose 
network dramatically lowers overall power per bit.

Jim Theodoras, director of technical marketing at ADVA Optical 
Networking, says, “While I applaud Enterprises adding power met-
rics to RFPs as a great first step, it simply will not be enough given 
the ongoing bandwidth explosion. Enterprises need to re-think 
their network architectures for more dramatic power savings. With 
current Ethernet demarcation and backhaul technologies, there 
is simply no need for gluttonous IP routers at every network site. 
Indeed, my Number One recommendation for improvement in 
enterprise network power consumption is to stop using IP routers as 
packet aggregators. IP routers are optimized for, well, routing, and 
contain a large amount of voracious high speed memory for their 
route tables. When the routes that packets take are fairly static, as is 
the case with aggregation, this memory sits idle, burning power for 
no net benefit. Packets can be aggregated and transported at lower 
layers of the network protocol stack before hitting their first router, 
thus yielding dramatic improvements in overall network power 
consumption. Indeed, the data that begins as an Ethernet packet 
can remain an Ethernet packet from edge-to-core.”

Theodoras says that service providers, for their part, should 
follow these tips:

•    Choose a vendor with lowest power and smallest footprint 
per unit (lambda, port, bit);

•    Leverage longhaul technologies and ROADMs to reduce 
intermediate regeneration; 

The Greening of Enterprise  
Communications

Green is good. Not just for the world’s environ-
ment, but also in terms of saving organizations 
money. Problem is, there are myriad ways of 

“going green.” There are such things as green hardware, 
software, workflow procedures, and whole “green” busi-
ness models. Although an overall approach is best, it is 
possible to “pick and choose” what parts of your organi-
zation can go green – shades of green, as it were.

By Richard “Zippy” Grigonis
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•    Push fiber and (passive) WDM closer to the end user – 
eliminate local exchanges;

•    Aggregate multiple service networks onto a single optical 
backhaul network;

•    Concentrate higher layer routing into fewer, more efficient 
data centers and Cos;

•    Use service demarcation techniques to allow lower layer 
switching, aggregation, and backhaul all the way to the core

Green Initiatives in Hosted Telecom

One way to save for an enterprise to save money is simply 
to have as little customer premises equipment as possible, by 
resorting to a more efficient hosted service.

William Bumbernick, CEO of Alteva (a telephone service pro-
vider serving everything from small businesses to large enterprises 
with a network specifically built for business VoIP), says, “Many 
communications technologies today are definitely ‘Green’ in that 
they may be collaboration applications that reduce travel require-
ments by keeping people connected without creating the carbon 
emissions or the gases associated with a face-to-face meeting. 
That’s a pretty common theme throughout the industry and it’s a 
way that companies such as ours and all the other collaboration-
based providers help to market their services to those customers 
rightfully concerned about the environment.”

“Our core product is hosted IP Centrex,” says Bumbernick, “but 
it goes a bit further in terms of a Green initiative than some of the 
premises-based PBX solutions. Ours is hosted in a data center. 
Our facilities can support hundreds of thousands of users at a 
fraction of the power and carbon footprint of a traditional PBX. 
For example, if a company buys and installs a PBX on-site, there 
are power requirements, not to mention the associated plastics and 
metals and toxics that were used in creating the PBX. The com-
pany next door does the same thing. You multiply this approach 
times hundreds of thousands of companies, and you can see that a 
level carbon consumption occurs that’s totally unnecessary.”

“In our hosted model, however,” says Bumbernick, “we have 
one platform, one facility – and a backup facility, of course – 
that offers all of the same switching capabilities as a premises-
based PBX, at a reduced power consumption of about 84 
percent for power and cooling. Based on our subscriber base 
and the reduction of the premises-based equipment, we esti-
mate that our model saves about 900,000 pounds in reduced 
carbon dioxide emissions per year. That’s equal to the carbon 
emissions from 64 average homes for an entire year.”

“Almost all of our IP infrastructure components are 
hosted through VMware,” says Bumbernick. “So, we 
have much less hardware than you’d think to offer 
up the same amount of serving power that runs our 
entire infrastructure. We have a fully redundant live 
communications server environment – Microsoft OCS 
and Exchange – that’s hosted across three servers serving 
tens of thousands of users. You’ll be seeing more and more 

virtual and resilient infrastructures in the form of such 
‘cloud’ operating systems.”

Employees Not-on-the-Move

Verint Systems is a leading provider of “actionable intelligence” 
solutions for enterprise workforce optimization and security intel-
ligence. Its Verint Witness Actionable Solutions offers contact center 
software and services that can help organizations improve everything 
about how they deliver customer service, particularly via workforce 
optimization solutions that can provide visibility into customer 
service processes, workforce performance, and customer intelligence. 

Verint takes the whole “telecommuting” or “teleworking” phe-
nomenon in stride, touting the fact that by reducing or elimi-
nating worker commute miles, organizations can cultivate their 
“green” image while actually helping reduce carbon and other 
emissions. Work-at-home agents have been used in contact centers 
for many years now, but the number of teleworkers is increasing, 
which has led to the development of specific work-at-home oper-
ating models, such as what Verint calls “seldom-see” and “never-
see” business models. In the “seldom-see” model, the agent spends 
only one or two days per month in the physical contact center. In 
“never-see” models, the agent works exclusively from home.

Other organizations are moving to the famous (or infamous) 
outsourced company-contractor model, wherein agents may be 
required to purchase their own equipment according to company 
specifications. This helps avoids recovery costs and issues upon 
employee termination, and reduces early employee attrition 
because the agent has a literal financial stake in his or her own suc-
cess. As Bill Durr, principal global solutions consultant for Verint 
Witness Actionable Solutions, says, “More commonly, agents 
spend three or four days per week in the physical contact center 
and only one or two days a week working at home. This casual 
approach to working at home is the easiest to adopt and typically 
requires the fewest changes to implement.”

Green With Envy? 

Perhaps we’re looking at all this from the wrong end of the micro-
scope. Anything in the business world that is more efficient and 
saves money is almost always green. So, we’re really talking about 
streamlining and optimizing an organization, maintaining a hard 
ROI approach to everything, with the positive environmental aspects 
of doing so coming along for the ride. That argument makes for a 
better selling point. “Green” can be equated as much with greenbacks 
as the natural environment – it’s just a change in perspective.   IT

Richard Grigonis is executive editor of TMC’s IP Communi-
cations Group.
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QoS and QoE became a big deal in the packet-switched network 
world when real-time, multimedia communications moved over to 
IP from the old circuit-switched networks of the PSTN. Initially, IP 
networks such as the Internet had not been designed to handle voice 
calling, PBX/Centrex services, presence with instant voice or video 
calling/conferencing, multimedia collaboration, video conferenc-
ing, distance learning, interactive Customer/Supplier Relationship 
Management (C/SRM), multimedia customer care web sites, and 
demand end-to-end monitoring of QoS.

Moreover, QoS and QoE is such a big concern in IP networks not 
just because of real-time communications, but also because such 
communications must traverse multiple IP networks (wireline, 
wireless, cable) while satisfying security, service assurance and law 
enforcement requirements. Phone calls also had to pass through 
corporate firewalls. All of this led to the development of the Session 
Border Controller (SBC), made by such companies as Acme Packet.

Acme Packet’s Jonathan Zarkower, director of product marketing, 
says: “Particularly in the enterprise, we find that many people are 
still associating SBCs with VoIP security, and not a whole lot of 
time is spent discussing the various capabilities or functional areas 
where SBCs play a role. Our tagline is, ‘Trusted, first-class com-
munications’. The ‘first-class’ part speaks to the whole notion of 
QoS and QoE – basically high-quality IP communications. The 
SBC plays a critical role in helping to deliver that. If I had to break 
it down, I’d talk about it in terms of three different levels. The first 
level is more of a ‘mission control’ function. That can involve set-
ting policy-based constraints on a per-user or per-network basis, or 
on session agents. It just assures that there are resources available 
from a bandwidth standpoint, but also because there are resources 
available relative to the infrastructure; i.e., the IP PBXs, UC server 
infrastructure, and so forth. SBCs are unique in that they have the 
ability to not only monitor bandwidth usage and apply policies 
and impose bandwidth constraints, but they also have the ability 
to proactively monitor upstream elements such as PBXs, so they 
know, for instance, how busy those devices may be. And then 

we can control the rate of, say Session Initiation Protocol (SIP)-
registrations to that particular element. We can set limits based on 
session rate capacity. We can police registration rates and set burst 
rate limits, and things like that.”

“The second key level involves traffic management – transport 
management, really,” says Zarkower. “So that basically involves de-
tecting failures and rerouting, or QoS-based marking and routing, 
or mapping based on specific networks or applications. It’s about 
controlling transport and media flows. The third level has more to 
do with the feedback loop, or our ability to monitor such things as 
QoS, answer-seizure ratios, packet latency, jitter and loss, and do 
routing based on that. Or, at the very least, provide reporting back 
to the end-users so they can, say, hold their SIP trunking providers 
to the Service Level Agreements [SLAs].”

Just Imagine

Imagine Communications’ Imagine ICE Video Platform employs 
a combination of next-gen video processing, variable bit rate cod-
ing and statistical multiplexing to enable up to 50 percent more 
streams over existing infrastructure (be it digital cable, satellite, the 
Internet or mobile video) and yet the Imagine ICE-Q video qual-
ity measurement algorithms are able to ensure the highest video 
quality at any given bit rate. As a result, Imagine Communication’s 
content providers and system operator customers have dramatically 
expanded their premium services, such as HDTV, VOD, and even 
HD-VOD – while at the same time offering subscribers excellent 
picture quality. ICE supports various applications, including IPTV, 
wireless video, and “over-the-top” Internet video, paving the way for 
Imagine’s vision of “PersonalizedTV” on every screen.

Imagine Communications’ CEO, Jamie Howard, says: “There’s 
a movement toward giving consumers the ultimate choice in 

Guaranteeing Quality of Service

In telecom, Quality of Service (QoS) refers to the mea-
surement and reporting of metrics regarding such packet-
switched network impairments packet loss, delay and 

“jitter” (variability of packet arrival times). It can also include 
not just the detection but ways of mitigating and or elimi-
nating such impairments, all of which degrade the quality of 
voice, video, data and multimedia communications. Quality 
of Experience (QoE), on the other hand, relates to overall 
customer satisfaction. No one cares about perfect IPTV vid-
eo if it takes too long to change channels, or if a user doesn’t 
perceive enough value to pay for a service subscription. 

By Richard “Zippy” Grigonis
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their TV and video habits. We call that PersonalizedTV. When 
we leave the push mode experience of traditional and legacy 
broadcast TV and video, and move toward the Personalized 
TV experience, where the consumer initiates the ‘pull’ of con-
tent coming to any device, this opens up both the needs and 
opportunities for an unprecedented QoS requirement. What 
we’re all about is enabling PersonalizedTV with the best video 
quality and QoS. This is our ‘sweet spot.’”

“There are several trends and challenges that we need to take 
into consideration as we examine the situation,” says Howard. 
“Probably the most central trend is that the proliferation of 
IP-enabled devices with increased computing power, improved 
displays and greater battery capability, is rapidly changing 
how consumers access and experience video. There’s a cultural 
revolution going on that’s really driving this change from the 
push model to the pull model, which means that networks 
have to be a lot more flexible, adaptable and scalable to achieve 
efficient network resource utilization to really deliver quality of 
experience. Imagine’s technology addresses that.”

“There are both opportunities and challenges associated with what’s 
happening today, and Imagine’s technology is designed to deal with 
this transformation,” says Howard. “First, we give the consumer 
control over the experience while enabling the network service 
provider and content provider to maintain control over their video 
assets. We have to do that as we enable the operator to deliver a TV-
like viewing experience, which in QoS terms means no stuttering or 
jerky video frames, which we’ve seen in the past with Internet video. 
After all, broadcast video over cable, satellite or teleco arrives in a 
pretty steady manner, notwithstanding those occasional times when 
there may be a cable plant outage or a sunspot that disrupts a satel-
lite transmission. For the most part, you turn on your TV and tune 
to a certain channel, and you experience uninterrupted video. On 
the public Internet however, the available bandwidth varies owing to 
traffic congestion, and a stuttering or ‘freeze-framing’ effect can take 
place, making it a less than compelling experience. So one challenge 
is to overcome that and deliver a TV-like viewing experience with a 
steady-stream play-through.”

Howard continues: “Another challenge is that because these 
devices in our homes have evolved and have IP connections, not 
to mention improved microprocessors and display capabilities, 
people want both HD video and sound quality for the content 
they want to experience, whether it’s being streamed to them 
through traditional broadcast or on-demand technologies, or 
even over the Internet. Look at services such as Hulu, Apple TV 
and Netflix. You can download HD movies and TV episodes 
and events over the Internet. Managing the quality of video and 
the quality of sound is another challenge associated with QoE.”

“Then there’s the dimension of experience that has to do with 
the feel of the interaction between your content choice and the 
delivery of that choice,” says Howard. “I’m referring to things 
such as content discovery. When you have 500 choices among 
video and audio services, how do you search and discover the 
content that is really relevant to you? When you add the Internet 
to that dimension, where there’s a nearly infinite number of pos-

sibilities of content choice. How do you really easily sift through 
those choices to get to the content that’s most relevant to you?”

“Then there’s time-shifting and place-shifting, which involves 
content portability from device to device and network-to-network 
so that there’s a ‘TV anywhere’ type of experience. This is the new 
world of QoS. New technologies open up great opportunities, but 
it also carries a lot of challenges that technology companies such as 
Imagine Communications are working very hard to solve for the 
tier-1 service provider market and the top content providers.”

The Customer is Always Right

InfoVista enables managed service providers, mobile operators, 
broadband operators and enterprise IT organizations to cost-effec-
tively ensure the quality and availability of the services they deliver, 
empowering these organizations to successfully make the transfor-
mation from infrastructure providers to service providers.

InfoVista’s Director of Product Marketing, Steve Hateley, 
explains: “QoS from our perspective is very much related to 
the implementation on the network. We refer to QoS in terms 
of how you implement the treatment of different traffic flows 
through equipment from the enterprise – CPE device – and 
then how the different types of traffic in different classes of 
service are apportioned at that CPE device to be then sent 
across the service provider’s network. That’s really how we see 
QoS. As for QoE, we view it as a measure of the end user’s 
experience, of their applications, really. This involves things 
such as putting an agent on a cell phone to monitor the per-
formance of the received application on a mobile device. Or if 
something is sitting on your desktop which is monitoring the 
performance of a received application on your PC, which can 
be affected by multiple touch points throughout the network. 
A poor user QoE could be the result of a deficiency in the 
network, or it could be something to do with a long server 
response time that’s degrading your experience of the applica-
tion. There are many things that could be degrading the QoE.”

“They way you monitor and maintain QoE is to use both ac-
tive and passive probing techniques,” says Hately, “or it could 
be something as simple as getting customer feedback, and how 
you interpret that feedback.”

Thus, service providers may be armed with all sorts of inter-
esting QoS tools, but ultimately, QoE is more of an art than 
a science.   IT

Richard Grigonis is executive editor of TMC’s IP 
Communications Group.

Acme Packet
www.acmepacket.com

Imagine Communications
www.imaginecommunications.com

InfoVista
www.infovista.com
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2009 marks the 10th anniversary of our TMC Labs Innovation 
Awards. TMC Labs is proud to announce our 16 picks for this 
year’s awards, published in two parts. The individual write-ups 
will appear in alphabetical order — beginning with Cypress 
Communications through LifeSize Communications in the July 
2009 issue, and Microsemi through Zed-3 in this (August) issue. 

Once again, our congratulations to those companies that con-
tinue to make this industry interesting for all of us.

Microsemi Corporation
PD9000G Family of High Power PoE Midspans
www.microsemi.com

Microsemi’s PD-9000G Family of High Power PoE Midspans for 
Enterprise Ethernet systems come in 6-, 12-, 24-port models. As 
the industry’s first high-power gigabit-class Power over Ethernet 
(PoE) midspan power injectors that fully support IEEE 802.3at-
draft4.1 specifications, they simultaneously deliver great system 
efficiency features, backup capabilities and smart network power 
management. Microsemi PoE midspans can be installed in con-
junction with Ethernet switches, new or existing, that don’t have 
PoE capability. The PD-9000G Family provides up to 30 watts of 
power per port (even on all 24 ports simultaneously) over standard 
Cat 5 cabling, double over prior PoE standards and yet supporting 
pre-standard devices without restrictions or limitations. They also 
provide comprehensive network power management features for 
WiMAX, PTZ and dome network cameras, 802.11n access points 
and thin client applications. They also have an interconnection ca-
pability to provide back-up in the event of power supply failures. 
They can even be used with external power supplies to increase 
power capacity or provide redundancy.

Mitel
Mitel TeleCollaboration Solution
www.mitel.com

Mitel’s new TeleCollaboration Solution is a high-quality video 
conferencing system that immerses remote participants in a real-
time collaborative environment meant to rival or exceed face-to-face 
meetings. It combines Mitel’s HD Video Codec with advanced 

desktop collaboration capabilities, large (46-inch or greater) HD 
(1080p x 1920) screens, full 30 fps video, wideband audio, all oper-
ating in carefully managed room configurations. The Mitel Virtual 
Shared Space (VSS) technology ensures life-size video with ability to 
modify to optimize the collaboration experience. The system takes 
into consideration eye gaze angles of life-size images, enabling super-
realistic multipoint video conferences. Advanced signal processing 
technologies such as H.264 and MPEG-4 that work across public 
IP networks keep bandwidth requirements low (e.g., 2.25 Mbps 
for 1080p HD). Mitel stresses that true “telecollaboration” is more 
than just video telepresence, involving as it does the ability to share 
and collectively edit documents, presentations, files and more. This 
integration of high-end video conferencing and desktop/application 
sharing is an affordable, impressive alternative to business travel. For 
example, Mitel reports that one Fortune 500 utility company uses 
the TeleCollaboration Solution to connect multiple call center sites 
together, with a 25 percent improvement in agent efficiency.

Mu Dynamics, Inc.
Mu Test Suite
www.mudynamics.com

Mu Dynamics (formerly known as Mu Security) makes hardware 
and software to test network services, enabling users to quantify 
their product’s or service’s reliability, availability and security. 
Their Mu Test Suite monitors services for any reliability or 
security problems while inserting both conventional real-world 
and “unexpected”-type traffic. Having evolved into a proactive, 
service assurance solution, the Mu Test Suite can help network 
operators and vendors of next-gen network services and products 
throughout the service deployment lifecycle of VoIP, IPTV and 
IMS. The suite’s flexibility is such that it’s even used to test other 
types of IP-based products and services, such as SCADA (Supervi-
sory Control And Data Acquisition) and other industrial control 
systems. Thus, Mu troubleshoots software implementation flaws 
in virtually any IP-based product or service, isolating faults auto-
matically based on user-defined fault criteria. Network operators 
should add the Mu Test Suite to their portfolio of service assur-
ance best practices, while product vendors (including network 
equipment makers and vendors of IP-based applications) will 

Presenting the 2009 TMC Labs 
Innovation Awards, Part II

Innovation is defined as the introduction of a new idea 
into the marketplace in the form of a new product or 
service, or an improvement in organization or process. 

TMC Labs has been testing, examining, and reviewing 
products since 1994. The favorite part of our job is seeing 
new products and technologies, as well as improved ver-
sions of the classics.

By Tom Keating and  
Richard “Zippy” Grigonis
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employ Mu Test Suite Modules throughout the Software Develop-
ment Lifecycle (SDLC) to isolate and remove software bugs before 
making products generally available.

NICE Systems Ltd.
NICE Perform 3.2
www.nice.com

NICE Perform 3.2 includes ground-breaking SIP-based record-
ing and enhanced virtualization capabilities that help customers 
deal with current economic challenges by reducing the Total Cost 
of Ownership (TCO) while bolstering system performance. Just 
about any kind of organization can benefit from NICE Perform 
3.2: enterprises, contact centers, outsourced contact centers, 
service providers, healthcare, financial services, retail, Fortune 
500, telecoms, retail banks, trading floors, insurance, etc. NICE’s 
full support for recording in SIP-based environments facilitates 
integration with leading Session Border Controller (SBC) ven-
dors. Companies can achieve cost-savings by standardizing on SIP 
across the organization and eliminating redundant network infra-
structure by reducing resources through data center consolidation, 
enabling the organization to reduce call recording costs while 
increasing call capacity. With the introduction server virtualization 
enhanced support, NICE helps organizations consolidate/reduce 
operational IT and other data center-related costs such as floor 
space, hardware and maintenance related costs, and overhead and 
consolidate the number of servers in use.

ooma, Inc.
ooma Hub and Scout
www.ooma.com

The ooma Hub and Scout make possible free phone calls in 
the U.S. using any phone or service, and you even get Caller-
ID, call-waiting and web-accessible voicemail without extra 
charge, along with up to 9 virtual phone numbers select-
able from any calling area in the U.S. The Hub is a small 
softswitch/PBX running on a hardware accelerated two-port 
wire-speed Ethernet router. It connects to your broadband, 
your POTS line, and up to four configurable FXS extensions 
through ooma “Scouts” — the Scout is essentially a HomeP-
NA Analog Telephone Adapter-like device that uses home 
phone lines for your telephone LAN instead of Ethernet. With 
ooma technology and services you can now deal with a single 
number and voicemail box for both your home phone and cell 
phone, and you can call between the two seamlessly as you 
enter and leave your house, upload contacts online and access 
them via your home phone or cell phone. The managed CPE 
device runs as a node on ooma’s distributed routing and service 
architecture over a secure VPN overlay network. Recently, 
ooma announced an integrated a set of ooma Premier Google 
Voice Extensions (GVE) to compliment Google Voice capa-
bilities with ooma’s current and upcoming next-gen system. 
Moreover, ooma will launch their next-gen VoIP home phone 
system, Telo, in the fall of 2009, based on a DECT 6.0 cord-

less handset having HD voice, a connected phonebook, mobile 
transfer, speaker phone, and musical ring tones.

Openet
Partner Service Controls solution V 1.0
www.openet.com

Openet’s Version Number: Partner Service Controls solution 
V 1.0, helps tier 1, wireless, wireline and cable service providers 
monetize value-added services such as video and music streaming, 
e-books and online gaming. By creating a converged IP ecosystem 
with providers using Openet’s Partner Service Controls solution, 
operators can now establish of revenue-generating partnerships with 
3rd-party providers of content, applications, services and devices by 
subsidizing access to ensure an optimized end-user experience for 
subscribers’ access to 3rd-party content on operator networks. With 
the Partner Service Controls solution, operators become an integral 
part of the value chain, instead of “dumb pipes” mere transporters of 
bandwidth. Openet’s software, built on their FusionWorks product 
suite, is an on-premise solution situated at the customer site. Opera-
tors can manage the software on their own, completely outsource 
management to Openet or anything in between.

Sunrise Telecom
SunLite GigE™
www.sunrisetelecom.com

With its wide range of test functions, Sunrise Telecom’s SunLite 
GigE provides all the tools that service providers need to verify 
Service Level Agreements (SLAs) between them and their custom-
ers. Easy-to-use and very cost-effective, the SunLite GigE is a 
full-featured, dual media Gigabit Ethernet tester that fits in the 
palm of your hand. It’s for field technicians responsible for instal-
lation and maintenance of Ethernet/IP products and services. The 
SunLite GigE’s test capabilities include cable diagnostics, BERT, 
Layer 2/3 RFC 2544, ARPScan, Traceroute, and Ping.

Zed-3
GTXT software for SMS
www.zed-3.com

Zed-3’s GTXT software provides seamless integration with Micro-
soft Outlook that makes sending and receiving an SMS between 
a PC and mobile phone as easy as sending an email. Users can call 
upon contacts already in his or her address books. When the GTXT 
software runs on a PC without Outlook, a user can create SMS 
contacts locally. A user can also schedule the sending of a message at 
a particular time or recurring multiple times in the future. GTXT 
software can also link to a database, with the software extracting 
various content from the database fields to create the text message 
and send the SMS to a contact whose mobile number is also in the 
database. The sending of the message may be triggered by a change 
to a field in the database or upon a schedule. Again, the schedule 
could be for a single occurrence or a recurrence.   IT

Tom Keating is TMC’s CTO. Richard “Zippy” Grigonis is execu-
tive editor of TMC’s IP Communications Group.
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Integrated Marketplace

Call/Contact Center Solution Providers: 
Looking for a strong professional sales leader to boost your sales quotas?

I have extensive experience with all aspects of running a successful sales organization.  This includes 
building and training a sales team, developing a CRM strategy, developing a VAR channel, developing a 
marketing campaign, forecasting, and closing the sale.

While successfully selling a call recording and CRM solution, I have established strong relationships 
with IBM, Avaya and some of the Avaya Partner network.  I have also established partnerships with 
workforce management and IVR companies.  My career includes over 10 years of technology sales and 
sales leadership with both software and hardware providers.

Please contact: Greg Manhoff  •  224-805-6294  •  gmanhoff@att.net
My Profile and a few recommendations can also be found on the “LinkedIn” network.
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By Erik Linask

Building a VoIP Business in Latin America

There’s been a lot of interest in developing markets like Latin 
America among communications vendors and providers.  If 
you were fortunate enough to be part of ITEXPO East in 
Miami this past February, you saw, in the midst of a signifi-
cant global recession, a sizable increase in attendance by busi-
nesses, many of whom focus on the Latin American market, 
looking to leverage the latest VoIP technologies to enhance 
their business operations.

One of the people who, more than seven years ago, foresaw this 
opportunity in Latin America is Sandra Ximena Diaz Hoyos, 
President and CEO of Smart Network Solutions, a hosted 
communications provider focused on Latin America and other 
developing markets.  I had the pleasure to interview Sandra on 
video at ITEXPO in Miami and more recently on the phone.

Back in 2002 when Hoyos and her co-founders —both of 
whom are also women — launched SNS, they saw a definite 
value proposition in communications technology in that it 
was a constantly evolving space that would allow businesses to 
cut superfluous expenses and increase productivity at the same 
time.  Sandra believes the tech revolution has the potential to 
improve business operations for any business, from small local 
farmers to the largest multinational corporations.  

At the time, though, VoIP was merely in its infancy, especially 
in Latin America, with less than two percent of businesses hav-
ing even partially adopted it as a communications alternative.  

Thus, Smart Network Solutions was formed to leverage this 
opportunity and to help promote IP Communications and 
drive its adoption and drive its adoption.  Today, Hoyos esti-
mates nearly half of large businesses in Latin America have ad-
opted some form of VoIP technology, which has also seen SNS 
grow into a larger business, with offices in Miami, Colombia, 
Mexico, and Venezuela serving the Latin American region, as 
well as a European satellite office.

“It’s been absolutely revolutionary,” she said.  “When we 
started, very few businesses had adopted VoIP, and even large 
corporations were only starting to look into it.”

It wasn’t an easy road to success for Hoyos and her partners, 
though.  Launching a start-up technology in a male-dominated 
industry serving a market that still today has a gender bias in 
the business world — especially in technology.

Access to the market was difficult, and even when they were 
able to get in front of business executives, they had to over-
come the perception that males were better equipped to 

present technology solutions and introducing communications 
equipment and services to the market.

But, Hoyos believes they were able to leverage what was an obvious 
obstacle and use it to gain increased access to the market because, 
regardless of perception, they were becoming known in the market 
as the only communications company owned by three women.

Seven years later, perception is an obstacle SNS has been able 
to overcome, but there are other ongoing market challenges 
that persist, like cost of and access to high-speed broadband.  
It’s not as expensive as it once was, but Internet access is still 
relatively weak in Latin America and other underdeveloped 
markets, notes Hoyos.  To her, carrier infrastructure is the 
single greatest barrier to the real explosion of VoIP and con-
vergence technologies.

In order for that to change, the market, which is still largely 
protected and driven by a relatively few large operators, needs 
to be opened to competition. That will allow broadband 
penetration to grow and the VoIP market will be one of the 
key beneficiaries.  One the barriers to entry are eliminated, 
entrepreneurial ISPs will quickly expand availability of services, 
benefitting vendors and adopters alike.

This is only the beginning, though, she hopes.  Like many in 
this industry, she is looking at a future with true single address 
access to all forms of communication — true communications 
convergence.  Her outlook, though, is a little more optimistic 
than many.

“Some people predict it will take five to ten years; I don’t think 
it will take quite that long,” she says.

Hoyos continues to see significant opportunity in a market 
she has helped grow over the past seven years, though she 
understands that many businesses are going to be in a holding 
pattern until the market improves.  Still, she continues to pro-
mote research and development, and foresees a bright future 
for the market as a whole.

Likewise, she sees a positive change in opportunity for female 
executives in the market.  “It takes a lot of time and commit-
ment, but that is the key to success anywhere,” she says, “ but it’s 
important to understand opportunities do exist for everyone.”

Come join us in Los Angeles, Sept. 1-3, for ITEXPO West, to 
talk to people like Hoyos, who are helping drive communica-
tions innovation.  Hoyos and Smart Network Solutions will be 
back in Miami for ITEXPO East, Jan. 20-22, 2010.  IT
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