























Converging Networks Demand Open,

Flexible Enhanced Services

GREG BALTZER, DiaLoGIC, VP oF PuBLIC NETWORK MARKETING

circuit-switched world. For instance, there are numerous voice and data media streams

to dedl with. Plus, it takes a variety of packet and circuit-switched transport interfaces to
provide full-featured interactive applications. That is why next-generation enhanced services
demand standards-based, flexible solutions.

Today’s converged world demands much more from enhanced services than yesterday's

Boundless Opportunity...And How to Grab It

Consumers continue to demand access to increasingly sophisticated services from any
device they use—mobile phone, desktop phone, desktop PC, or remotely-accessible network
connection. So far, user demand for anywhere/anytime access has only created a new generation
of network technology that is largely independent of the existing networks. Enhanced services
are becoming one of the primary points of convergence, with most of the demand for
interoperability between networks being left to the enhanced services platforms.

As the telephone and data networks converge, consumers want new services like Internet
telephony and Internet call waiting to save time and money. With Internet call waiting, users
can browse the Web and talk on the phone over asingle anaog line. Internet protocol (IP)
telephony also lets long-distance carriers generate more revenue by completing more cals. 1SPs
can generate more revenue by offering Internet services while customers are making local or
long-distance calls. Cdll centers can mix voice and data on the same link, alowing Internet users
to talk to cdl center agents while they surf the Web. Just how great is the demand for these solu-
tions? Industry watchers expect | P telephony revenue to grow sixteen-fold in the next five years.

Speech technologies are dso hot. The demand is growing for systems that can recognize
voice using automeatic speech recognition (ASR) or read information from afile using
text-to-gpeech (TTS). From simple DTMF (telephone keypad) replacement to sophisticated
persona assistants and telephony email-reading applications, speech technologies are taking
off inthe CT marketplace.
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These are just afew examples. The market islikely to explode for dl
kinds of enhanced services that are easy to use, easy to access, and ready
to make customers more competitive as they enter the next century.

Making It in the Converged World

One of the most important market segments driving network
convergence is the small business market for communications. Unified
messaging is a primary need. And small businesses are demanding the
same sophisticated communications services larger enterprises enjoy —
even with alimited budget for capital equipment and dedicated IT staff.

The technology demands of a ssimple mailbox in a converged network
aretypica of many enhanced servicesin the converged world. Voice
messages, dectronic messages, fax, and other data stored in mailboxes
must be available with no redtrictions. Streaming voice files from adisk
over a high-speed | P connection during one session may alow the user to
hear the message with no compression. A highly-compressed version of
the same message must be available when the same gpplicationsis accessed
by alow-speed data circuit. In this case, the need for immediate playback
and redl-time access outweighs the loss of fiddity in the voice message.

For developers, it is complex technology that allows a single voice
file stored in an industry-common formet to be played to any one of
several potentia devices over any network connection. For users, the
technology doesn't matter. What does matter is having instant, easy
access to their messages.

Theidea that the networks will somehow understand and solve dl the
trandation problemsis ill along way from redity. Most networks are
meade up of severd independent networks bridged by gateways. Enhanced
sarvices platforms are gateways providing multiple networks with access
to media services. Viewed this way, the market for enhanced services
continues to grow at an incredible rate. Unified messaging services
become an entry point to awide range of network or information services.

Getting Started

The key to building enhanced services that will let you take
advantage of today’s incredible market opportunitiesis using open
components. Dialogic supplies a complete family of open components
for building today’s sophisticated enhanced services. All are compatible
with key industry standards and flexible enough to let you pack your
service with everything the market demands. Dialogic delivers the
industry’s highest densities, arich development environment to get you
to market quickly, and worldwide approvals. The result? You have
everything you need to develop an open, flexible enhanced service
solution that satisfies both today and tomorrow’s needs.

Ready to get started?You can see today’s newest technologies for
building enhanced services platforms in the TechSummit Resource
Center and learn even more by taking the Public Network track. [THTH
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ringing a CT product to market? Dial can help
shorten your development cycle and d amore
application with our portfolio of consulting, training,
technical suppor ices.
ialogic Prof Services provide expert advice pport
g every phase of your product’s life cycle, from da$
ment through deployment and post-production maintenance.
you're a CT developer, integrator, or reseller, thi rum
of service options can help you get the m of al Didogic
products. L. 09‘
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training, installation and configuration
guidelines, and customized design
consultation on integrating Dialogic
technology into your product design.

All are delivered within aweek by senior
engineers with years of hands-on telecom-
muni cations experience and in-depth
knowledge of Dialogic hardware, software,
and system performance. The goal of each
JumpStart serviceis to leave behind a
framework design of your intended
application. JumpStart Services are
currently available for CT Media, CT
Connect, CT812, DM3 QuadSpan, DM3
IPLink, and Dialogic SS7 Solutions.

Customized Application Consulting
Services can help during the design and
development phases of your application or
system. You can arrange a quick design
consultation or along-term assignment that
includes a project manager who works
with you to define requirements, tasks,
responsibilities, and schedules and
manages your project to completion.

Have a unique system environment?
You may need software design assistance
focused on integrating off-the-shelf
technology with non-standard system
platforms. Dialogic Systems Engineering
Design Services include software porting,
customer network interfacing and switch-
ing software designs, and custom software
development. If you're integrating telepho-
ny, networking, or distributed signal
computing capabilities into an application,
Dialogic experts can customize a systems
engineering design assignment to help you
get to market faster.

Technical Support Services. Choose
Your Level

Dialogic lets you choose exactly the
right level of technical support to meet
your needs. Multi-tiered annual technical
support plansl provide different levels of
responsiveness, technical experience, and
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account management to suit your
requirements. For self-service technical
supportavailable around the world and
around the clockvisit Dialogic FirstCall
InfoServer on the Web. If your operation is
international, Dialogic also offersa
multinational support option.

Support plans are available for Dialogic
hardware products and supporting driver
and APl software, Dialogic CT Media
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ble to reach prompt resolution of any technical
sues that arise. The relationship has %abled us
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I Graduated levels of engineering
expertise and technical account
management (for example, support
activity reports, site visits, online
development profile)

I Degrees of priority access to optional
features like on-site technical support,
after-hours support, and a testbed of
your system in a Dialogic technical
support laboratory
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server software, and Dialogic CT Connect
server software and components. All
support plans feature:
W Support for generally-available
Diaogic products
I Access to a specific technical support
team via phone, fax, or email
I Support hours from 8 am. to 8 p.m.
Eastern Time, Monday through
Friday (except holidays)
B Committed response times to your
initial request for support on a
particular issue

Tiered technical support plansare
distinguished by:

I Response times from one hour to 24
hours
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The Direct Support Plan is a good
choiceif you're looking for more than
Web-based support, want assistance mostly
with configuration and installation, and
don’t expect to need after-hours support.
Direct Support lets your developers consult
with Dialogic technical support engineers
experienced with al Diaogic products and
technologies. You get dedicated phone and
fax numbers, an email address, plus voice
messaging if no engineers are available.
Diaogic provides a unique call tracking
number for every technical issue and
responds within four business hours to any
new issue you report via phone or fax, or
within 24 business hours to a new issue
you report via email.

The Premium Support Plan is a good
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choice if you have sophisticated
application integration needs or if you're
working with advanced speech technolo-
gies, international digital protocol support,
or PBX integration. Premium Support
gives you faster resolution of more
complex issues. Your developers have
access to a more experienced support team
of applications engineers. Response is
within two business hours to phone and fax
requests. A call coordinator will take your
call and initiate a call ticket if an engineer
is not available. Dialogic will keep your
online profile with information about your
development platform, configuration, and
equipment. All Premium Support engineers
can access this profile using the Dialogic
Call Tracking database to quickly resolve
technical issues. You can also add options
like a testbed in the Dialogic Technical
Support lab and after-hours or on-site
technical support.

The top-of-the-line Elite Support Plan is
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the right option if you have very sophisti-
cated applications and need one-hour
response, access to the most experienced
technical support engineers, priority access
to on-site and/or after-hours support during
mission-critical times, and a close relation-
ship with your support engineers. Elite
Support gives you access to the most
senior technical support engineers at
Didogic, providing added assurance that
even your most complex technical issues
will be quickly resolved. You enjoy prefer-
ential treatment every step of the way,
including response within one business
hour to your first phone or fax request for
support on a particular issue, or within two
business hours to issues you report by
email. You'll have an Elite Support engi-
neer or technical support manager assigned
to your account to oversee all technical
support activity and to ensure that issues
are quickly resolved. You'll also get quar-
terly reports summarizing your company’s

Success
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technical support activity. Twice a year, at
your request, a technical support engineer
or field applications engineer will visit
your site to discuss technical support
activity. Options to the Elite Support

Plan include a testbed of your system
configuration in a Dialogic technical
support laboratory and priority access to
after-hours and on-site technical support.

If you are aglobal company with
developersin several countries, Dialogic
offers amulti-national support option that
provides technical assistance through your
choice of Diaogic Technical Support
Centersin the U.S., Europe, Singapore,
and Japan. At the touch of a button, any
Dialogic support engineer around the
globe can access your customized profile
describing your system in detail.

Dialogic also provides 24 x 7 support
over the Web for customers worldwide
with FirstCall InfoServer™ (http://sup-
port.dialogic.com). The information on
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FirstCall InfoServer, updated daily,
includes Quick Install installation guides,
sample application code, downloadable
software releases, release notes, resolved
Problem Tracking Reports (PTRs) and
point fixes, complete application notes,
technical notes with recommendations,
information exchange forums, and more.
You can a'so use FirstCall InfoServer to
request technical support assistanceand
receive a responsevia email.

To find out which level of support is
best for you, contact your Dialogic sales
representative or visit http://www.dial og-
ic.com/support/4381web.htm on the Web.

CT Educational Services: Learn
from the Experts

Didogic training programs are designed
for VARSs, systems integrators, application
architects, centralized or field support
professionals, and application programmers.
Each program combines classroom lecture
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with supporting hands-on experience to
emphasize the practical implementation of
targeted technologies. During supervised lab
exercises, sudents apply what they learn
under expert guidance.

The instructors are seasoned profession-
als who offer experience with Dialogic
products, operating platforms, and real-
world scenarios. The well-organized cours-
es give you the skills and knowledge to
reduce your development time and get
your products to market faster. For detailed
course descriptions and online registration,
visit http://www.dial ogic.com/support/cti-
edu/index.htm on the Web.

Didogic dso offersaunique CT
Professiond Certification program that gives
CT VARsthe credihility to stay a step ahead
in today’s competitive marketplace. Passng
the exam and displaying the CT Professiona
mark shows you have the knowledge and
skillsto succeed in the CT market. It may
aso be your first step toward becoming a

Didogic Platinum Resdler in the Didogic
Vaue-Added Resdller Partner Program. To
learn more about the CT Professond
Cetification program, visit http://www.dia og-
ic.com/ whatsnew/5024web.htm on the Web.

Something for Everyone

No matter what you need to bring your
Dialogic-based solution to market, Dialogic
Professional Services can help. Dialogic
will customize a program for you, includ-
ing just the consulting, technical support,
and training services your project demands.
The result will be shorter devel opment time
and a more robust application. For the latest
information on Dialogic Professional
Services, visit http://www.dial ogic.com/
support/4419web.htm on the Web.

@ These plans, offered through the Dialogic
Technical Support Center in the United States, are
currently available to customersin the Americas.
Customers in other countries receive support through
Dialogic Technica Support Centers located in
Europe, Singapore, and Japan. [T
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AsaMaster Digtributor, Ingram Micro leads the industry in the convergence of the computer and

telecommuni cations markets through the wholesae distribution of

computer telephony integration (CTI) technology. Through our CT1 Solutions Group resdllers

can obtain everything they need to be successful in the CTI market, including expertise,

products, education, dedicated saes, specidized finance programs, and a dedicated tech-support help desk.

Call 1-800-456-8000 and ask to speak to a CTl sales account manager today!
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Dialogic Gatekeeper
Opens the Door
to IP Telephony

from traditiona telephony environments

such as PBXsto new environments such
asthe International Telecommunications
Union (ITU) H.323 standard commonly
used with I P telephony. Many of these new
environments do not accommodate the
level of call control required by typica
computer-telephone integrated (CTI)
applications. For example, the H.323
standards do not explain how an enterprise-
level business application can participate in
routing acall in an H.323-based call center.

Responding to the needs of our many
CT Connect™ application partners, Didogic
intends to deliver third-party call control capa
bility for these new environments. For exam-
ple, Didogic has demonstrated a prototype of
a CTl-enabled H.323 gatekeeper a recent IP
telephony events. The complete product is
expected in early 2000. This new CTl-enabled
gatekeeper will open the door for today’s
PBX-based CTI gpplicationsto step into the
new world of 1P telephony.

B usiness applications need ways to migrate

Redefining the Environment

Diaogic is experienced at linking the call
control functions of telephone environments
to external business gpplications. Traditionally,
this has meant using CTI links to customer
premise PBXs and automatic cal distributors
(ACDs).

But with new environments like H.323
packet telephony, the need is growing for the
same kind of third-party cal control capabili-
ties. So far, the standards work in H.323 has
focused primarily on the endpoints and the
interactions between entities insde the H.323
domain. This first-party call control is not
aufficient for typical business applications.

The center of enhanced call processing in
an H.323 | P telephony environment isthe
architectural element called the gatekeeper.
Current industry thinking isthat al enhanced
cal processing features should be implement-
ed as gatekeeper-resident logic. But this
approach will inevitably lead to expensive,
complex, inflexible gatekeeper festure
implementations. For one thing, the gatekeep-
er environment is not an easy one for feature
developersto work in. Also, festure imple-
mentations from multiple devel opers cannot
be easily combined into a single gatekeeper.

A New Approach

Didogic istaking a different approach,
providing a gatekeeper module that does not
itself implement call processing festures,
but instead provides a CTI link to externa
gpplicaions that in turn implement the desired
cal processing features. Such an arrangement
is able to support multiple externa CTI
applications so that festure applications from
severd developers can easily be combined in

asingle gatekeeper environment. The result
will be lower costs and more flexibility for P
telephony call processing.

The foundation for this new approach is
aready present in the design of the current
Didogic CTI server software, CT Connect. To
demongtrate the concept of third-party call
control for H.323 environments, Dialogic
engineers have congtructed a prototype
CTl-enabled gatekeeper. Using this “thin”
gatekeeper and an existing CT Connect cdl
control gpplication previoudy used with
traditiona PBX CTI links, Didogic has
created calls between unmodified commercial
H.323 endpoint applications. This same
arrangement has aso been used to aert
external applicationsto call sate changes at
the H.323 endpoints — for instance, to trigger
an application screen-pop on an arriving call.
Didogic believes this type of third-party call
control, consistent with established PBX
CTI principles, is a key capability for H.323
caling environments. That iswhy Didogic
has taken steps to protect its techniques with
patents. Diaogic is now looking for opportu-
nities to apply this technology to commercia
| P telephony networks and gpplications.

How it Works

To see what the new gatekeeper can do,
congder atraditional telephony setup with a
standard and og telephone connected to a
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PBX. The PBX is connected to an H.323 gateway that converts the
traditiona telephone call to a packet telephony call. The gateway uses a
Didogic D/41 board for the traditional telephony interface, a Didlogic
DM3 IFlink board for the packet telephony interface, and asimple
gateway application that is part of the IPlink software development kit
(SDK). The two boards are interconnected with a standard H.100 TDM
bus. For the softphone endpoints, the system uses Microsoft NetMeeting.

As specified by the H.323 protocols, al endpoints in the domain,
including the gateway, detect and register with the gatekeeper. All cal
signding between those endpoints then flows through the gatekeeper as
cdlsare set up, rerouted, and disconnected. The gatekeeper uses the
appropriate CSTA messages to communicate dl important call state
changes to the externd application environment.

External applications can also send requests to the gatekeeper to take
actions on cals. The Didogic CT Connect CTI gateway providesthe
communication path between all externa gpplications and the gatekeeper,
trand ating the CSTA messages used by the gatekeeper into the
appropriate telephony API as used by each application.

Built within Microsoft Access, the application has a table of customer
contacts and provides preview diaing and screen-pop functions. The
application uses the CT Connect ActiveX contral, which can be easily
embedded into an Access form. (This application is the same one Dialogic
has used to demonstrate CT Connect capabilitiesin a PBX environment.)

If the user places acdl from atraditiond telephone or an H.323
softphone to another H.323 softphone, the Access gpplication
associated with the destination softphone receives call progress eventsvia
acommunication path consgting of the gatekeeper, CT Connect, and the
CT Connect ActiveX control embedded in the application. The gpplication
then executes a screen-pop based on the calling party’s telephone number.

The user of one of the softphones can also select a customer contact
record and press the application’s dia button. This causes a dialing com-
mand to be passed from the ActiveX control to CT Connect and then to
the gatekeeper. The gatekeeper establishes one leg of the call back to the
calling softphone, then a second leg of the call to the selected destination
— dther another softphone or atraditiond telephone — viathe gateway.

Comport

Opening the Door for | P Telephony

Third-party CTI capabilities are essential to commercial use of
H.323 telephony, just as CTI concepts are now essential to the operation
of any traditiona telephony call center. Using Didogic CT Connect in
combination with H.323 and CSTA technology, cdlsin a packet
telephony environment can be supervised by a CTl application just like
cdlsin atraditiona telephone environment—with no modifications to
the application. This opens the door for the growing library of CTI
applications now available for traditional telephone environments to be
used in packet telephony environments. T
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== Leading-Edge HP NetServer

. _ Platforms and Programs Enable CT
Communications Trends Solutions

HP NetServers deliver a wide range of
Windows NT solutions that offer the high
E;T ot performance and availability required by

b sl tel ecommuni cations and enterprise mar-
Loy Proacuct Lifecycle

| ||
Bervice Availability kets. For customers that demand 5-9's
r ] I r ] . rV I Banporl N uptime and high availability, select HP
NetServer bundles are available that offer

e Assured Availability for NT™. This
moror Devslopmant Cycle
unique system provides. These break-
through solutions offer the highest levels

i
Proprietary . .
L Engnsive of system uptime with the lowest total cost
Lang CEvelopmpie e of ownership in the industry. Using the

award winning HP NetServers, standard
. Windows NT, and unmodified “ off-the-
shelf” applications, every HP NetServer
CO m ute I | e I e hO N et A Sonon s
I Non-stop processing through failures
The HP Open Systems CT Solution cations running in aWindows NT ® envi- and repairs

ronment, which require high availability, i
With the HP CT Platform, Hewlett- . equre nigr Y = Continuous data access to storage
high performance, and multiple 1/0 slots. M Uninterrupted network connectivity

Packard is able to help telecom partners to
a O r efficiently and profitably deploy CT solu-
I I l tions, Key CT Platform Benefits ‘
aj_u

The HP Computer Telephony

Platform solution includes: Increased performance and high availability of CT applications thanksto HP s |

ing-edge Windows NT servers.
W Leading-edge HP NetServer Best-in-class CT solutions through HP's partnership with industry leaders. '

omputer Telephony (CT) solutions for service providers and Patforms -

enterprises are often developed by Equipment Providers, Value- W Industry-leader Open Add | ng Val ue for customers

Addgd Resellers (VAR), or Software Yendors who r.ely on Open Tel ecommunlcatlon§ Compqnents HP quality label: Our integration centers are 1O 9002 cartified,
Telecommuni cations components. The.se solutions leverage |.ndl{stry- W HP sz\ct(?ry I.ntegran(.)n Services On-time ddliveries: Taking into account the customer specificity and sringent CORg
standard hardware componerits, operating sysiems, aiid pplicaion M HP Distribution §erV|c&s straints, HP provides worldwide coverage and multi-site deployment.
devel opment tools to enable quick and efficient deployment of new com- I HP Support Services _
munica:tic;n proiucts and St:vices. CT sol utifons need to frun on acon:j— Target Applications Cost savl ngS
puter platform that meets the requirements of uptime performance an . - L _

h highl I

enicasilt e e ok o e | —————————= L
ry integration and testing capability, as well as the worldwide logistics addreﬁse.ﬁ th? needs of a.broat?l range of N P ’ 9 P
and support services necessary to deliver complete solutions. Partnering CT applications such as intelligent ser- '

vices, call centers, IP telephony, or With more than 100 systems shipped per month, HP Worldwide Integration Centers
Intelligent Voice Recognition (IVR). It is have developed an unmatched logistics and planning expertise—from standard deliveries

particularly well suited for the deployment to fully customized solutions. 5 :
of service providers and enterprise appli- HP processes guarantee the most efficient management of the supply chain.
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with afull-service platform provider is the best way to meet customer
reguirements and broaden market reach.
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I Disaster tolerance for multi-site pro-
tection

Foundationsthat deliver reliable CT
platform performance

The HP NetServer LPr has been engi-
neered to maximize computing power in
an extremely compact package (3.5 inches
high).

Key Features

M 100MHz bus with Intel ® Pentium ®
Il 400MHz, 450MHz processors and
Pentium I11 500MHz, 550MHz and
600MHz processors
I Twenty serversin a 2-meter rack
W Industry-leading 2U size; modular
design
I Four PCI /O dots
I Hot-swappable disk drives
I Manageability built-in
The HP NetServer L Xr 8000 is a
high-performance database or general-
purpose Intel Pentium 11 Xeon-based
server providing unprecedented levels
of throughput, 1/O capacity, and user
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support that can expand as business
grows.
Key Features
I Leadership performance and scala-
bility for data-intensive applications
with up to 8-way capable 100MHz
front-side bus with Intel Pentium 11
and Pentium 111 Xeon processors
W 7U size; five servers per rack
I Ten PCI 1/O slots
I High availability features, including
hot-swap PCI and hot-swappable,
redundant power supplies and fans
I First HP NetServer to offer 99.9%
uptime for support of mission-critical
applications
The HP Computer Telephony Platform
is also available on the HP NetServer E60,
LC3, and LH4r computers.

Open Telecommunications
Components

Hewlett-Packard has chosen to partner
with recognized worldwide industry lead-
ers to provide our customers with best-in-
class CT platforms. HP partners provide

the key hardware and software compo-
nents and Application Programming
Interfaces (API) to enable the development
and the deployment of CT applications.

HP partners also provide services that

can assist Equipment Providers and VAR's
in the development of CT applications-
enabling technologies, including engineer-
ing consulting, architectural design, and
developer assist services.

HP Factory Integration Services

HP offers a solution based on a com-

prehensive range of factory integration
services with the support of its Worldwide
Integration Centers (WWIC).

Services include:

W Layout of cabinets—HP NetServer
racking; plugging of CT interface
cards

I Solution assembly

I Configuration of hardware compo-
nents

W Hardware tests

I Software installation and configura-
tion (NT OS, Subsystems, CT
Middleware, database)

I CT platform test and acceptance

I Application staging

W Application platform test and accep-
tance (coordinated with partner)

I Customized adaptations

HP Distribution Services

Timely shipping of telecom platforms

to widespread locations at the lowest
costs, tracking financial flows, and com-
plying with international regulations are
serious challenges. HP Worldwide
Integration Centers offer the full range of
technical, logistics, and export-related ser-
vices that customers need.

HP Support Services

Worldwide support is critical to the

success of the deployment of Computer
Telephony applications. The HP NetServer
Computer Telephony Platform leverages
HP's worldwide support organizations and

the dedicated HP Telecom Support Center
to provide customers with quick response
time through a single point of contact.

First-level support is available from
local HP support organizations like the HP
Response Centers. If required, in-depth
qualification is performed by regional
Telecom Support Centers working togeth-
er with appropriate HP or partner organi-
zations to resolve any customer problems.
HP also offers programs to supplement the
support that VAR’s and Equipment
Provider’s provide to their customers.

Committed to Computer Telephony
that Enable E-Services

Computer Telephony and its wealth of
applications promise to bring applications
such as Unified Messaging, un-PBX and
IP Telephony into the everyday world of
communications. With ruggedized, reli-
able CT platforms from HP, Equipment
Providers and VAR's will enjoy the fruits
of the tremendous growth in this market-
place. Looking forward, they can rest
assured that HP will continue to bring
together their best-in-class equipment,
technologies, programs and support along
with the best of third-party CT enablers
like Dialogic Corporation. Hewlett-
Packard is the company to watch for new
CT programs and sol utions. TET

For more information about HP's
Computer Telephony Platform, Business
Communications Server (UnPBX) or HP
NetServer Assured Availability for NT
Solution, please visit these websites:
www.hp.com/go/telecom
www.hp.com/go/netservers

Or email HP at: colonnade@hp.com
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Opportunity Knocks and
the CT Server Answers

and buying Intel stock at $6? With

20/20 hindsight, opportunities are
obvious. One of today’s biggest opportuni-
tiesisthe CT server. And at TechSummit
‘99, you'll learn how to take advantage of
that opportunity, exploring what a CT
server is, how CT Media server software
works, and even the market forces behind
the industry move to CT servers.

You've heard much about how the con-

vergence of data and voice is driving a

E ver daydream of going back in time

new approach to application development,
integration, and resale. The big playersin
the data world have realized this. That's
why you're seeing Intel, Microsoft,
Compag, |1BM, and others building their
telecommunications strategies around CT
Servers.

What'sin it for you? Plenty. First, CT
servers provide a smooth transition from
voice to IP. Discrete solutions force you to
architect your applications for either 1P or
specific voice technologies and protocoals.

With CT Media, you can create solutions
today that straddle both worlds. Choose to
move to |P now or later—whenever it
makes sense for your business.

CT servers also expand the market for
applications. Once your customers have a
standard platform to build on, they can
add applications as they need them—just
as they add Internet or database applica-
tions to their data environment. If you
develop CT server applications, you
become a part of the solution. You're able

to attract new customers.

CT servers open up the telephony
world to data devel opers, VARs, and sys-
tem integrators. The data channel delivers
tremendous volumes of complicated solu-
tions to its customers: database servers,
networking, and Internet solutions.
Today's discrete CT solutions are not easy
to distribute and integrate because they
typically require custom integration with
each sale. CT servers make telephony
application integration easier—and prof-
itable for data VARS, consultants, and
developers.

If you develop CT server applications,
you can harness this channel. If you don't,
there are more than 600,000 application
developers writing to Windows and stan-
dard database platforms who will. But you
have a great head start. You're at
TechSummit learning the technology
before everyone else. And you can start
developing now, since CT Media applica-
tions written today will work on Microsoft
platforms tomorrow.

Get started today. While you're at
TechSummit, look for your free CT Media
Trial SDK on CD-ROM. (After the show,
you can download the trial software at:
http://www.ctserver.com/downl oad)

To learn more about Dialogic CT
Media server software and the CT server,
visit http://www.dial ogic.com/ctserver on
the Web, call Dialogic Sales at 1-800-755-
4444, or send email to sales at sales@dia-
logic.com. [THITH
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RESELLER SPOTLIGHT

How to Help Your Prospect

Buy CT Solutions

JANET SzILVA
PrESIDENT, THE AJS GROUP

here are many ways a reseller can sell CT solutions. But the

best way to effectively sell CT to prospects is to really under-

stand their business needs. Following a few simple steps will
let you begin to understand those needs — and start selling more
CT solutions today.

Do Your Homework

Typically, a sales person kicks off the sales process by calling a
prospect and asking about their CT needs. Although this ap-
proach may lead to some sales, it doesn't lead to the high level of
sales needed to stay profitable in today’s marketplace.

If you want to sell CT solutions, do your homework. Pick up
the phone and call your prospect as a customer would. Consider
what the experience was like. Did the prospect have an automat-
ic speech recognition system? Were they able to handle text-to-
speech? How effective was their call routing system? Call several
more times or have other employees of your company call. How
does the prospect company answer its phone? What was the wait
time? How effective was the voice system? Record your findings
and develop a list of the prospect’s problems before you make
your first sales contact.

Next, test the prospect’s fax system. How does it handle faxes?
Is the transmission time very slow? Is it frequently busy? Is the
quality of faxes the prospect is sending poor? (You can test this by
requesting that product information be faxed to your attention))

Finally, shop several of the prospects competitors via phone
and fax. Since you should be working vertical markets, this will
allow you to develop multiple prospects. It will also allow you
later in the sales process to compare the prospect’s CT solution to
competitors who may have a better CT solution and more satis-
fied customers.

Explain the Problems

Once your research is complete, present your experiences to
the prospect. You can do this by sending a letter, fax, or email with
your findings. It's not a good idea to call until the contact has re-
ceived your written communication. Remember, this first com-
munication should be only about the problems you perceived, not

about the solution.

When you call the prospect, begin by summarizing the infor-
mation you sent about your experiences as a customer using their
current CT solutions. Explain that those experiences were what
prompted you to call to discuss fixing their CT problems. Say you
routinely do this before bothering a prospect to make sure they
really need the services. Make sure the prospect agrees right now
that they have a problem, or you will have trouble closing this—or
any other—sale. Now you can make an appointment to visit the
prospect in person to discuss the company’s problems and some
solutions that can help.

Build the Customer's Need for CT

Your first step on the appointment is to tell the prospect how
his competitors are handling calls and faxes. What are they doing
better than your prospect? This is information your prospect
needs to consider. Encourage the prospect to shop a few competi-
tors and see for himself. What if his customer calls a competitor?
What impact will that have on his business?

After the competitor review, bring up the risk of losing cus-
tomers due to poor communication. Poor call routing,
frequent busy signals, ineffective voice mail, and low-quality faxes
all affect the impression customers have of a business.

Let the prospect know it costs an average of $189 to attract a
new business customer and only $19 to keep a customer happy.
The average unhappy customer will tell 11 other people, who will
each tell five more people. This means 67 people will hear about
each bad service experience a company provides. What is your
prospect doing to reduce or eliminate this risk with his inbound
sales and service calls?

Build Hope for a Solution

Now begin discussing the prospects solution. Ask about what
other problems they feel they have with their system. What needs
do they have? Any plans for growth? Then offer a custom solu-
tion for the prospect’s problems.

From here, your own technical knowledge will take over the
sales call and you will begin designing CT solutions that work for
your new client. Remember, the motto of successful sales people
is “Ask, don't tell” Let your customer’s needs speak and you will
have a truly profitable, long-term selling success Ml
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Tech Support for VARS:
The Distributor’s Edge

SANDRA RIVERA
VICE PRESIDENT OF SALES
CATALYST TELECOM

ou've done everything right. You've assessed your

customer’s requirements and presented a killer pro-

posal. After diligently working to come up with the
right solution to your customer’s business problem, you're
ready to install. But what if you get on-site and have a
technical issue? Who can you call for help at this critical
stage of customer implementation? If you've chosen the
right value-added distributor, you should have no prob-
lem getting help with any kind of installation or integra-
tion issue you might face. That's why choosing the right
distributor is crucial to succeeding in the competitive CT
marketplace.

Facing New Challenges

Manufacturers of technical products typically offer
their customers extensive support. But that’s just the
one side of the support picture. The manufacturer must
also continue to expand its support team to assist other
customers—for example, those who purchase from
sources such the distribution channel, or those who buy
directly but can't justify purchasing an annual support
contract.

To share this support burden, technical distributors
have traditionally provided tech support to resellers who
buy product from them. This enhanced distributor sup-
port accomplishes two objectives. First, it moves the
needed support one step closer to the reseller. Second, it
allows the manufacturer to redeploy its internal technical
resources to better support a smaller number of direct
partners.

By offering a higher level of training and support
through the distributor, the manufacturer can take ad-
vantage of the bandwidth that already exists inside the
distributor infrastructure. The benefits of exploiting these
economies of scale? Better support, more responsiveness,
shorter development cycles, fewer barriers to entry, and
more profitability for all involved.

Some manufacturers have asked selected distributors
to share in the expanding support challenge. And some of
these distributors have responded with higher levels of
support. When you are choosing a distributor, it's impor-
tant to look for one that is both technically proficient and
ready to be highly responsive your individual support
needs.

Making the Connection

How do you find a distributor that can meet your sup-
port needs?

First, look for one whose engineers have completed
the same training program as the manufacturer’s own
support staff. Thorough training ensures the distributor's
engineers can deliver the same level of hands-on experi-
ence in answering, troubleshooting, and resolving issues
as the manufacturer can.

Some distributors have innovative support options
that set them apart, such as pre-paid support programs
allowing a reseller who buys directly from the manufac-
turer, or even from another distributor, to access its sup-
port teams for help with hardware problem diagnosis, in-
stallation, and configuration, or APl programming
support. It's wise to look for this added level of support
when you're choosing a distributor.

Besides providing manufacturer-certified support en-
gineers, your distributor should also offer system
integration as part of its enhanced support services. By
integrating the manufacturer’s products into an industrial
system, the distributor can remove the need for installa-
tion and configuration support from the equation. Look
for a distributor that can install, configure, and test your
complete solution. This comprehensive support will help
you quickly and easily bring your working solution to
market.

It doesn't matter whether you're ready to jump in to
the CT marketplace or you've already made the leap. If
you want to succeed in this fast-changing environment, it
pays rich dividends to partner with the value-add distrib-
utor that can offer you the broadest range of components,
solutions, and technical support. Ml
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How to Choose the Right
Communications System for
Mission-Critical Applications

JOE JACKSON

EXECUTIVE VICE PRESIDENT,
MARKETING AND BUSINESS
DEVELOPMENT

ALLIANCE SYSTEMS, INC.

n today's highly competitive market for open computer

telephony (CT) solutions, every advantage is crucial.

Along with increasingly powerful software has come the
need for powerful and highly specialized hardware plat-
forms.

If you are developing CT software, it pays to search out a
hardware platform that is designed and manufactured to com-
plement your software. By giving careful attention to the way
your hardware platform is designed and manufactured, you
can give yourself a powerful advantage in the marketplace.
Cheaper is No Longer Better

In the beginning, all a four-port voice mail application
needed was a clone PC. In fact, five years ago this configura-
tion made up the largest segment of CT sales. A few inte-
grators were pushing the envelope with higher-density ap-
plications, but this was the exception, not the rule. Cheaper
was better and companies were cranking out disposable
voice mail systems.

When it came to hardware, production costs were slashed
to the bone. Few manufacturers took precautions such as
implementing standard test procedures, quality programs, or
programs to eliminate electrostatic discharge (ESD). Such
precautions were not part of the plan. The manufacturers’
real product was software, not hardware. The computer was
simply the package used to deliver the application.

Most early adopters of these CT solutions found that
cheap clones worked fine for their low-density needs. They
were as reliable as any other PC in the customer’s data
network. The customer could tolerate failures from time to
time—or so everyone thought.

Over the last few years, the picture has changed dramati-
cally. Processors became more powerful, leading to newer
operating systems that could support more applications in
the same computer. Companies like Dialogic began to de-
velop higher-density CT components, increasing the number
of calls a PC can process.

Along the way, open CT solutions began competing with
high-capacity proprietary designs. They needed a more reli-
able platform that would let them deliver equal or better re-
liability and performance. Today's powerful CT software de-
mands equally powerful hardware designed specifically to
meet its needs.

Customers Expect PSTN-Level Service

Because telephones have traditionally been so reliable,
customers expect anything associated with dial tone, regard-
less of the application, to work as reliably as a simple tele-
phone. It is a myth that end users will tolerate occasional
communications failures. Early adopters of CT solutions
found it too expensive to implement redundant components
to cover single points of failure such as power supplies, hard
drives, or fans. In low-density system, a power outage im-
pacted few users.

Today's technology supports many more calls per system.
Therefore, reliability and uptime are a requirement — not a
luxury.

Build a Better “Basket”

The more eggs you put into one basket, the better-built
the basket must be. Moreover, for best results your “basket”
must be designed from the ground up specifically for the job.

A typical PC is designed to run desktop applications and
to support the demands of the peripheral devices needed for
data. Modems and NIC cards neither consume much power
nor generate much heat. Normally, you only need one of
each, so capacity is not much of an issue.

Implementing today's mission-critical CT applications re-
quires a communications system designed from the ground
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up to provide redundant features and an operating environ-
ment optimized for CT devices loaded with digital signal
processors (DSPs). DSPs are high-throughput processors that
consume vast quantities of power and generate vast quanti-
ties of heat.

Open communications systems designs need to focus on
power, cooling, and serviceability. Overheated components
can behave erratically and fail prematurely. For the system
to work correctly and reliably, its power must be matched to
provide an ample amount of current to all devices installed
in the system. Power supplies can be pushed beyond their
design specifications to a point, but they will run hot and fail
before their time. This is often the reason CT platforms fail.
Look for Hardware Compatibility and
Certified System Configurations

The system hardware must be compatible and truly certi-
fied to work with the application software it supports. Today's
complex communications systems require extensive testing
by experts with extensive expertise integrating the devices,
making so the devices do not interfere with each other.

When system faults appear, even the most knowledgeable
end user cannot separate the software application from the
system on which it is installed. The most reliable software
applications—and the reputations of their developers—are
quickly compromised if the system supporting the applica-
tion is unreliable.

End-to-End Quality is Essential

Many field failures in CT systems come from improper
handling of static-sensitive components. ESD protection
should be worn during all service operations. Most impor-
tantly, the entire manufacturing process should be free of
static.

Packaging also plays a crucial role. Once a system has
been integrated and fully tested according to quality — as-
surance (QA) procedures, the system must be packaged in
specially-designed containers built to support their weight.
Standard computer packaging is designed to support the
computer’s basic weight, but not the added weight of the CT
components installed.

Good Design Means Good Marketability

In short, the best designs, reliability, and quality translate
into solid customer references for resellers. In the highly
competitive CT market, choosing the right hardware plat-
form is something concrete you can to stack the odds of suc-
cess in your favor.ll
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FACSys
[ Enabled |

FACSys Fax Messaging Gateway is more than the
industry's leading fax server solution. It's the only
fax-messaging platform designed to integrate the full
range of workflow processes and tools across the
enterprise. FACSys enables you to integrate e-mail,
voice-mail, workflow management, imaging and database
resources into powerful business solutions that boost
productivity and extract maximum value from your
corporate information assets. By adding FACSys to
your environment, not only will you eliminate the
inefficiencies of manual faxing; you'll fully exploit
all the investments you've made in your company's
information infrastructure. For more information
please visit our web site www.facsys.com or please
contact us at sales@facsys.com via email or
732.271.9568 by phone.
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about Computer Telephony

W veosites

Where to go for more

Call Center Magazine

Call Center Solutions

Clo

Communication Systems Design
Computer Resdller News

Computer Retail Week

Computer Telephony

Computer World

CTI

Data Communications

Enterprise Computer Telephony Forum
Frost & Sullivan

Globa Gateway Group

I nformationWeek

Info World

International Communications Association
Internationa Telecommunications Union
Internet.com

Internet News

Internet Telephony

I nternet\Week

Miller Freeman Publishing
Multimedia Telecommunications Association
Network Computing

Network Magazine

Network World

NT Systems

PC Magazine

PC Week

PC World

Signd Computing System Architecture

http://mww.call centermagazine.com
http:/Amww.ccsmag.com
http://Mww.cio.com
http://Mww.csdmag.com
http:/AMww.crn.com
http:/AMww.crw.com
http:/Mmww.computertel ephony.com
http:/AMmww.computerworld.com
http:/AMww.ctimag.com
http://Mww.data.com
http://ww.ectf.org
http:/AMww.frost.com
http://Mmww.gcubed.com
http:/AMww.informationweek.com
http:/AMww.infoworld.com
http:/Amww.icanet.com
http:/AMww.itu.org
http://Mmww.internet.com
http:/Aww.iw.com
http://mww.internettel ephonymag.com
http:/AMmww.internetwk.com
http:/Aww.telecomlibrary.com
http:/Amww.mmta.org
http:/Aww.networkcomputing.com
http:/Amww.networkmagazine.com
http:/Amww.nwfusion.com
http:/Amww.netsystems.com
http:/Aww.pcmag.com
http:/Amww.pcweek.com
http:/Mww.pcworld.com
http://mww.scsa.org
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Smart Resdller

Solutions I ntegrator

Sounding Board

Telecom

Telecommunications Industry Association
Teleconnect Magazine
Telephonyworld.com

Telezoo

The Ipsite.com

TMC Publishing

United States Telephone Association
VARBuUS ness

Windows Magazine

http:/Amww.smartreseller.com
http://www.sol utionsi ntegrator.com
http://Mmww.soundingboardmag.com
http:/Amww.tel edotcom.com
http://Amww.tiaonline.org
http:/Amww.tel econnect.com
http:/Awww.tel ephonyworld.com
http:/Mww.tel ezoo.com
http://Mmww.theipsite.com
http:/Mww.tmenet.com
http:/Mww.usta.org
http:/Mww.varbus ness.com

http:/Aww.winmag.com

International Standards Organizations

International Organization for Standardization
International Telecommunications Union

Regional Standar ds Organizations

Regulatory

Alliance for Telecommunication Industry Solutions (ATIS)
American National Standards Institute

Audtralian Telecommunications Authority (AUSTEL)
Committee T1

Electronic Industries Association (EIA)

European Telecommunications Standards Ingtitute (ETS!)
Telecommunication Industries Associetion (TIA)

Telecommunications Technology Association of Korea (TTA)

British Approvas Board for Telecommunications (BABT)
Canadian Standards Association (CSA)

Federa Communications Commission (FCC)
Underwriters Laboratory (UL)

The UK Office of Telecommunications (OFTEL)

Videoconferencing Standar ds Or ganizations

International Multimedia Tel econferencing Consortium (IMTC)

International Telecommunications Union —
Telecommunication Standardization Sector

Working Group T1A1.5 of Technical Subcommittee TIA1

http://mww.iso.ch

http:/Mmww.itu.int

http://Mmww.gtis.org
http://mww.ans.org
http:/Mmww.austel .gov.au
http:/Mmww.t1.0rg
http://Mww.eia.org
http:/Amww.ets.org
http:/mww.tiaonline.org

http:/AMww.tta.or.kr

http:/Amww.babt.co.uk/public/index.htm
http:/Mww.csa-internationd .org/wel come.html
http:/Amww.fce.gov

http://mww.ul.com

http:/AMmww.oftel .gov.uk

http:/Mww.imtc.org

http:/Mww.itu.int
http:/Mww.t1l.org/t1al/_al5-hom.htm



76

Fora

Broadcast

Internet

| TECHSUMMIT INSIDER

The World Digita Audio Broadcasting Forum (WorldDAB)
Genera Networking

ADSL Forum

ATM Forum

Frame Relay

Multiservice Switching Forum (M SF)

Computer Emergency Response Team —
Coordination Center (CERT/CC)

Internet Engineering Task Force (IETF)
Internet Society (1ISOC)

Internet Telephony Consortium
Internet2

IP Multicast Initiative (IPMI)

World Wide Web Consortium (W3C)

Telephony Networ k

Wireless

Miscellaneous

National ISDN Council

North American ISDN Users Forum

North American Network Operators Group (NANOG)
Pacific Telecommunications Council (PTC)

SONET Interoperability Forum (SIF)

United States Telephone Association (USTA)
Vendors 1SDN Association (VIA)

3rd Generation Partnership Project (3GPP)

3rd Generation Partnership Project 2 (3GPP2)

Portable Computing and Communications Association (PCCA)
The Wirdless Application Protocol Forum (WAP)

The Wireless Data Forum —
Cellular Digitd Packet Data (CDPD)

The Wireless Lan Alliance (WLANA)
Wireless Data Forum (WDF)

Audio Engineering Society (AES)
Cable Labs
Cross Industry Working Team (XIWT)

http:/AMww.worl ddab.org

http:/AMww.add .com
http://mww.atmforum.com
http:/Amww.frforum.com

http:/Aww.msforum.org

http:/AMww.cert.org
http:/Aww.ietf.cnri.reston.va.us
http://info.isoc.org
http://itel.mit.edu
http:/Amww.internet2.edu
http:/Aww.ipmulticast.com

http:/Amww.w3.org/consortium

http:/Amww.bellcore.com/NIC
http:/AMww.niuf.nist.gov/misc/niuf.html
http://Mww.nanog.org
http:/Mww.ptc.org
http:/Mww.atis.org/etis/sif/sifhom.htm
http:/Mww.usta.org

http://Mww.viarisdn.org

http:/Amww.3gpp.org
http:/Amww.3gpp2.0org
http:/Amww.pcca.org

http://mww.wapforum.org

http:/Amww.cdpd.org/cdpd
http:/Mmww.wlana.com

http://Mww.wirel essdata.org

http:/Amww.aes.org
http:/Amww.cablel abs.com
http:/Aww.xiwt.org
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Data Over Cable Service Interface
Specification (DOCSIS) — cable modems

Department of Defense —
Defense Information Systems Agency (DISA)

Digital Audio Video Council (DAVIC)

Enterprise Computer Telephony Forum (ECTF)
Home Phoneline Networking Alliance

|EEE standards

INTELSAT

International Teleconferencing Organization (ITCA)
Moving Picture Expert Group (MPEG-2)

Personal Communications Industry Association (PCIA)
Smart Card Forum

The Ordering and Billing Forum (OBF)

The Unicode Consortium

The 13%4 (Firewire) Trade Association

Universal Serial Bus (USB) Forum

http://mww.cablemodem.com

http://mww.its.disamil
http:/Amww.davic.org
http:/Aww.ectf.org
http:/Mww.phonelan.org
http://standards.ieee.org
http:/Mww.intel sat.com
http://www.itca.org
http:/Amww.mpeg2.de/doc/index.htm
http://Mww.pcia.com
http://Mww.smartcrd.com
http:/Mww.atis/org/atis/cl c/obf/obfhom.htm
http://www.unicode.org
http://ww.139%4ta.org
http:/Aww.usb.org

Application Development Trends
Cable & Wire Central Magazine
Call Center Magazine

Call Centre Focus

Canadian Telecom Magazine
Cellzone

Communication Systems Design

Communications Engineering
& Design

Communications News
Computer Resdller News
Computer Telephony
Computerworld

CTl

Data Communiceations
Dr. Dobb'’s Journa
Enterprise Partner
Hitek

|EEE Communications
I nformation Week

Infoworld

I nter@ctiveWeek
Internet Telephony
Internet World

I nternet\Week

IPnet

Lightwave Xtral
Network World

Outside Plant Magazine
PC Week

Responsive Database Services
Limited (RDSL)

Revista Nacional de
Telecomunicacoes

Satdllite & Cable TV
Smart Reseller
Solutions Integrator
Sounding Board

Spread Spectrum Scene Online
Magazine

Trade Publications

Telecom

Telecom Business Magazine
TeleCard World Magazine
Telecom Investor

Telecom News Magazine
Telecommunications Magazine
Teleconnect

Telephone International
Telephony

Teleprofessional

TeleSpan

Total Telecom

VARBuUSness

Wireless Access Technologies
Wireless Design & Devel opment
Wireless Internationa Magazine
Wireless Systems Design
Wireless Week
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Market Research Firms Specializing in Telecommunications

Alexander Resources Nichols Research

Allied Business Intelligence, Inc. Opinion Research Corporation
Asa Pacific Research Group Opinion Search Inc.

Babb Strategic Planning Group, LTD Probe Research, Inc.

China Research Corporation Strategis Group, Inc.
Driscoll-Wolfe Team Telemedia

Frost & Sullivan Technical Marketing Services
Gartner Group Technology Futures, Inc.
InfoCom WinterGreen Research, Inc.
Insight Research Corporation World Info Technologies Inc. (WIT)
M.J. Schedle & Associates Yankee Group

MagNetiX Web

Bailly, G., C.Benoit and T. Sawallis. Talking Machines.

Bayer, Michagl Thomas. CTl Business Solutions: How to Put Computer Telephony Integration to Work.
Bezar, David D. LAN Times Guide to Telephony.

Bodin, Madeline. Maximizing Call Center Performance.

Bodnar, Don. How to Write an RFP for a Telecommunications Cabling System.

Briere, Danid D., Patrick J. Hurley, and Rebecca Wetzdl. Internet Telephony for Dummies (with CD-ROM).
Brosch, Ernie. How to Cable the Home Office/Small Office.

Brosnan, Michagl and John Messina. The Telecom Professional’s Complete Guide to the Internet.

Calhoun, George. Wireless Access and the Loca Telephone Network.

Carden, Carlton. Understanding Computer Telephony.

Coscia, Stephen. W Customer Service Over the Phone.
M Tele-Stress— Relief for Call Center Stress Syndrome.
Dawson, Keith. M Cdl Center Handbook.

H Cdl Center Savvy.
Dawson, Keith and Madeline Bodin. Call Center Dictionary.
Deixler, Lyle. Which Phone System Should | Buy?
Edgar, Bob. PC Telephony: The Complete Guide to Designing, Building, and Programming Systems Using Diadogic Systems.

Flanagan, William.  m ATM: Asynchronous Transfer Mode.
W Frames, Packets, and Cells for Broadband Networking.
W ISDN —A Precticad, Smple, Easy-to-Use Guide.
M T-1 Networking.
M Voice Over Frame Relay.

Foster, Peter and Dr. Thomas Schalk. Speech Recognition.
Gladstone, Steve. Testing Computer Telephony Systems and Networks.
GO-MVIP. The MVIP Book.
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Green, James Harry.  mTelecommunications Projects Made Easy.
W Which Telephony Service Provider.

Griffis, Bruce. Data Communications Network Auditing.

Grigonis, Richard. Fault Resilient PCs.

Holly, Krisztina and Chris Brookins. Visua Basic Telephony.

Kane, Patrick. Computer Telephony on the Sun Platform.

Kauffman, Maury. Internet and Computer Based Faxing.

Keser, Bernard E. and Eugene Strange. Digital Telephony and Network Integration.

Kincaide, John. Unix Computer Telephony.

La Carrubba, Joseph and Louis Zimmer. How to Buy, Instdl, and Maintain Your Own Telephone Equipment.

Laino, Jane. M The Telephony Book.
M Telephony for Computer Professionals.

Langhoff, June. Telecom Made Easy (Third Edition).
Lazo, Luisand Daisy Ardois. Diccionario de Telecommunicaciones Lazo-Ardais.
Lenz, Mary. Complete Help Desk Guide.

Margulies, Edwin. m337 Killer Voice Processing Applications.
M 1001 Computer Telephony Tips.
M Audio Teleconferencing— The Complete Handbook.
H Client Server Computer Telephony.
W SCSA: The Complete Reference Guide.
W SCSA: Computer Telephony Building Blocks.
W Secrets of Windows Telephony.
W Understanding Java Telephony.
W Understanding the VVoice-Enabled Internet.
M The UnPBX — The Complete Guide to the New Breed of Communications Server.

Minali, Daniel and Emma Minoli. Delivering Voice over P Networks.

Nash, Maridlen. A City, County, State Guide to Acquiring a Telephone System.
Newton, Harry. Newton's Telecom Dictionary.

Pujolle, G. Local Communication Systems: LAN and PBX 1.

Pulver, Jeff. The Internet Telephone Toolkit.

Retske, Gene. The International Callback Book.

Shapiro, J. Computer Telephony Strategies.

Shapiro, Jeffrey. Windows Telephony.

Szlam, Aleksander and Ken Thatcher. Predictive Dialing Fundamentals.

Thorner, Jan. Intelligent Networks.

Tittle, Ed and Dawn Rader. Computer Telephony: Automating Home Offices and Small Businesses.
Trowt-Bayard, Toby. Videoconferencing: The Whole Picture.

Tunmann, Ernest. Hybrid Fiber Optic/Coaxid (HFC) Networks.

Vogelsang, Ingo. Telecomm Pricing Theory and Practice.

Waite, Andrew. Customers: Arriving with a History and Leaving with an Experience.
Walters, Rob. Computer Telephone Integration.
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ACTA

Agent Trade Expo
ALTS

Cable’99 (NCTA)
Comdex

ComNet

Competitive Benchmarking and Growth Strategies
for the Telecommunications

CT Expo

CTI World

Conference on Lasers and Electro-Optics (CLEO)
E-Business Expo

European Conference on Networks and Optical Communications
Global ISDN and ATM

Networld+Interop

NewMedia

|EEE International Conference on Communications
|EEE International Workshop on Broadband Switching Systems
Indtitute of Telecom Resellersin Europe
International Conference on Communications
Internet Expo

Internet Telephony Expo

Internet World

ISPCon

PC Expo

SpeechTek

SuperComm

SuperComm Mexico

Telecom East

Telecom Business

Telecon

TRA

VON

Telecommunications Trade Shows and Events

1-407-332-9382
1-602-990-1101
1-202-969-ALTS
1-972-234-8750
1-781-433-1500
1-508-820-7528

1-212-964-7000
1-212-691-8215

http://Awww.ctiworld.calindex_e.html

1-516-562-5767
41-61-686-77-11

http://Awww.globalisdn.com — 44-0-1895-455538

1-781-433-1665
http:// www.newmedia.ca— 1-203-882-1300
1-613-599-3600, ext. 6694
1-613-545-2934
44-1604-832216
1-514-870-3060
1-978-470-3880
1-508-620-9300
1-800-500-1959
1-303-235-9510
1-800-829-3976, ext. 2207
1-203-834-1122
http:/AMww.supercom99.com
52-5211-8904
1-714-513-8400
1-800-717-7469
1-925-513-4243
1-202-835-9898
1-516-293-3996 (fax)

Disclaimer: Thisinformation is provided merely to serve as a resource to learn more about computer telephony. Dialogic Corporation makes no
express guarantees as to the accuracy or completeness of this information and assumes no responsibility for typographical errors.

Miller Freeman
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