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Moderator: Thank you for joining today’s Telephony discussion. We will start off with some housekeeping information before we get into topics. First, we welcome Technology Management Corp. Today’s event includes the expertise of consultants.  Cheryl O’Brien-Wilms the founder and president of TMC. Chris Metheny their Telecom consultant, Steve Bult their senior technical consultant and Jerry Wolfe in business development. Technology Management Corp has been on other calls of ours. In fact last week they joined our cloud computing event. We want to make sure all NOREX members are aware of the fact that, occasionally, we call upon this expertise to ensure that we can cover the technical aspect and trends of certain technologies – like telephony. It will be completely up to members if they want to share their name or their organizations name or make contact with TMC who is willing to join us. We are always very respectful and so are they of the fact that NOREX forms no partnership with vendors and have removed the organizations names and last names of those who have submitted topics. Again, we thank TMC for joining us.

Oliver has our first topic. 
TOPIC:  Cost benefits

Moderator:  I didn’t get to talk to Oliver to get more detail. Cost benefits analysis internal or external advantages to use. Does anyone want to comment on cost benefits they have experienced? Can I ask you Cheryl where you think he was going with this topic?
Cheryl O’Brien-Wilms: Well I think that where he is headed is that in the discussion of traditional voice like PRI, long distance. Local T-1s and such as opposed to the SIP trunking that he is wondering about cost benefit analysis as it relates to putting an MPLS backbone into all of the various sites and then having ____ on top of that and rather that makes sense in relation to long distance costs, local ____ and the need for multiple types of network connectivity. 

David L.: I guess I would concur with what was just said. In our situation we have a traditional PBX. We are much in one location and so most of our costs deal with inbound 800 lines as well as long distance to all across the country and some international locations. Those are to end customers or offices where you don’t have any kind of phone systems. So a lot of cost savings relative to Voice over IP have to do with bypassing the traditional carriers and saving those costs. Well we are mostly in one office. I don’t have cost savings that are going to come from using Voice over IP in that manner.  We run a call center here and in trying to decide whether to upgrade our switch and develop more of these Voice over IP and SIP capabilities really where are the cost benefits? Where is the ROI for that kind of an upgrade? In our situation I can’t use a lot of the reduction of common carrier costs. Where can I get an ROI? That is kind of an additional specific question.

Moderator:  I think a member commented on a recent call as well that rates in general for long distance have been going down. Is that correct? 

David L.: That is true. They are dirt cheap anyway.

Cheryl O’Brien-Wilms: David brought up an interesting point. We are seeing that in our clients design, the before and the after where they threw it up to all of the invoices what they are seeing is if they have multiple locations, which David does not have, but if you have multiple locations there is definitely a cost benefit analysis that does prove on the intercompany calls but also where there is international involved. David, I might recommend that you take a look. I don’t know how big your site is or how much flexibility or capacity to put different types of technology in there. One thing that you will find is that if you go actual SIP trunking or you go the traditional PRI long distance trunking you will find that unless you have very favorable rates you are going to have a fairly large bill for international calling. What our clients did, we designed a situation where they had a very large call center. It was a single site. It did have the international so we put an internet pipe, just literally a straight internet pipe in, and we put a vendor which happened to be in this case xCAT who does Voice over IP on a business level. We were able to drop their monthly phone bill from $667,000 a month down to $42,000 a month. I don’t know how big you are and I don’t know if you have the flexibility to do a design such as that and how much you’re international is. That is an idea for you.
http://xcat.sourceforge.net/
David L.: Thank you. The international is really fairly small. We deal with about 81 countries but it is one office and maybe a call a month to each office. Any kind of hardware aligns with not being important cost. My international bill is very small.

Cheryl O’Brien-Wilms: Then just go back to that carrier and make sure that they give you a darned good price for the most expensive country.

Trevor J.: In my research what I see is especially for where I am calling from the most expensive portion of the PRI service for us is the local loop and not the servers themselves. So David you may see some savings with regards to doing SIP trunking where you don’t have to pay for the local loop on the PRI lines as well as you also have the flexibility of adding and removing SIP trunking ports so to speak with respect to the amount of lines that you need for your call center. It is a lot easier to do with SIP trunking than it is obviously with PRI because there is no circuit involved.

Steve S.: Just too kind of give you an idea we have been researching a little bit of the same. We have about nine T-1s right now that we run into the building. We kind of compared that to the possibility of SIP trunking. Just the cost of the difference between those nine T-1s and the SIP trunking was about 60% less per month that we pay. That is aside from the service of course but that alone was pretty big. I think it came out to about $30,000 a year difference.

Moderator:  Thank you for sharing that. Does anyone need a better definition? Cheryl, can you go over SIP trunking briefly?

Cheryl O’Brien-Wilms: SIP trunking is a voice service, to keep it very simplistic it rides on the MPLS backbone and most corporations went from frame relay to MPLS some time ago. With the MPLS let’s say you were to have a T-1 court (?) of MPLS/ that would be a certain price. Then if you went to a dual T or a three Meg it wouldn’t be double the rate and of course if you went to six Meg it wouldn’t be four times the rate etc. So you have this efficiency of scale in having one single access point. You have got the access to get the MPLS in and then you have the MPLS port. So then at that point you are just determining your SIP trunking on top of that. Again many different designs on SIP trunking. If you have a single site and depending on which carrier you have then you are going to have a certain pricing model. Where the pricing model and dependant on the carrier, gets quite effective is where you have multiple sites and you are able to sign up for an overall concurrent session count.  So then you may have 1000 sites and you may only need 300 concurrent calls. So that is where your efficiency of scale really tarts to come into play. It is not just 1000 sites or 2000 sites. You can also see an efficiency in scale in say 10 sites as well. 
David L.: I do have a general question about the differences in quality. Is there a significant drop when you go to SIP trunking, noticeably so than coming in straight from T-1s? 

Cheryl O’Brien-Wilms: No I would say there is not. I think where you see the drop in quality is when you go to Voice over IP as opposed to SIP. 

Moderator:  Great question. The next few questions are going to be related to Voice over IP and include a poll. 
Poll:  How many have implemented VoIP (22 responses)
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TOPIC:  Main requirements to implement a VoIP solution
Hilda Z.: Right now we are in the process of really just doing information gathering. My main concern was; what are the requirements that I need to gather up front to do this information analysis to prepare for getting an RFP together to put o for bid. Again I work for a small county so there are all kinds of technologies and we are trying to sync that all up. One of the options that we have in the queue is to get Voice over IP implementation. If anybody knows of any issues or requirements or any type of information that I should gather up front that is what I am looking for.

Moderator:  Excellent, thanks Hilda. Your topic is pretty similar to Jeff’s also. How have other companies rolled out VoIP in their organizations; their strategies, project phases and lessons learned? I think the two of you would love to hear some experiences correct? 

Marc R.: I guess I will give a little bit of feedback on how we ended up implementing Voice over IP and then a few of the things that we had to consider along the way. First of all the reason that we implemented Voice over IP was we were dealing with an aging phone system. At that point we were going to have to change out either the core processors in the phone system or migrate to a different phone system altogether. So we had a compelling reason to make a big change to begin with. At that time we had to make a decision. Are we going to go with kind of a traditional internal PBX or are we going to go with a Voice over IP enabled PBX. Because of the infrastructure that we are running it made a lot of sense to start doing Voice over IP because we are in a trans-border situation. We have a facility in Mexico and a facility in the US that were communicating via microwave and Voice over IP started to make a lot of sense because of that. So the decision for us really became easy as we had an old phone system that needed to be upgraded anyway and then the suppliers were really making VoIP enabled phone system readily available. The big thing from a core infrastructure the we had to consider when we were implementing was how are we going to get the phones to the desk because on of the problems that you end up having with a lot of the VoIP systems is you have to power the phone which is a little bit different in most digital phone systems you power over the line and so some big considerations that come up that are unexpected if you don’t realize it is that you are probably going to need power over Ethernet capable which you have some options there for POE switches or putting a power injector inline if you are going to do VoIP to the desk; use a desk phone with a VoIP phone system. That is one of the expenses that if you are not thinking about it you may have a massive uptick to your core network infrastructure required. The other thing is making sure that you have switched capable of doing quality of service to ensure that the voice quality is going to be acceptable. So I would say those are kind of the two gotchas that are a little less obvious because they are not part of the traditional phone system infrastructure, traditional phone system mindset. It is a little bit different than a hardwired digital phone system. 
Steve Bult (TMC): We have helped a number of clients go through this process. What we find is that there are two basic sets of issues that you have to deal with. One is the basic voice itself issue. You have to understand what your calling patterns are. You have to understand what voice features the different people in your company need and where you have to have those deployed when you get done. You have to understand something about the calling pattern. You have to know how much network bandwidth you are going to need going in which directions. So once you have a good handle on the voice side of things then you also have to understand the network side of things. That is both local area network and wide area network. We have done a number of readiness analyses for clients where you had to look at things like; what routers and switch models do they have. What software load are they currently running? Do they have enough memory and processor capacity to handle the increased load that adding Voice over IP might add to the network. Then you have to look at the WiFi setup. Are they going to try to do Voice over WiFi? Are they going to try to add that in? Then on the network side you have to look at do you have quality of service? What do you have to do to get quality of service? How much bandwidth do you currently have available. How much bandwidth is the increased voice traffic going to add to that network? As the previous caller mentioned you have to be mindful of how you are going to power the phone, how are you going to do POE? Then the last item is training. You have to have not only  user training as you roll out the phones because they are going to most likely work differently than the phones they had before but you also have to have staff training for the people who are going to support this. Traditionally the voice system is supported by one group of people and the network is supported by a different group of people. Now they are going to have to work much more closely together than they have before and they are going to be dealing with things that they haven’t before so getting them trained is very important.
Carmen G.: I would also like to point out that you need to have a good Active Directory resource on hand because the phone system and the data side of your email possibly will be speaking to each other. There is going to be some intermeshing going on between network and telephone and there needs to be people that are able to handle that functionality. 

Moderator:  Thanks very much Carmen. We are getting some good information for Jeff and Hilda. Other experiences please folks? Also Jeff was asking for strategies, project phases, possibly an opportunity to get your documents on your project implementation phases. Any lessons learned are always good to have.  Jeff, do you want to add anything or a specific question?  

Jeff: Yes, I was wondering how people divided up their projects. Into what phases and whether they had an R&D or how quickly or slowly they were rolled out to the organizations. What kind of user experience was there and training requirements; all of those types of things. When you get started are you forced to roll quickly through the organization because of technology considerations or can you run a split environment for quite a while and be comfortable? Things like that; whether anybody was bitten by some rollout strategy they had and they wish they had done it differently?

Marc R.: Actually I did VoIP twice, once in a prior company and once where I am now. There were two strategies that we ended up taking. The first one at my prior employer we did essentially an upgrade to a traditional PBX. It was a Nortel PBX. In that case we did a very slow and gradual rollout as we added new phones or as we needed to replace the traditional digital handsets we migrated over to the Voice over IP. That strategy worked out perfectly fine with a phone system that was already capable after a few upgrades. In my current company we did a full forklift upgrade and replaced the phone system. It actually worked out reasonable well. We ended up taking about a week or two to do configuration. We have about 200-300 users. Frankly the users were pretty accepting because they got new phones and for 90% of the users they dial nine to get out and that is the most complicated function that they needed. We spent about a day training our call center employees and a couple of days training our call center management on the reporting functionality.  It worked out rather well without any major issues when we did the forklift upgrade either. 

Jeff: So both strategies worked. Did you have formal project planning in play for those? 
Marc R.: Yes, we definitely had a project plan. It was a Gantt chart with specific action items and a project team. Probably the most important part of it was first of all the planning for the programming because we were putting in a new call center software when we did the forklift upgrade. Actually the project where we did the transition, we didn’t do what I would call a formal project plan. It was really a side benefit of an upgrade to the operating system or the phone system and a few hardware upgrades. So you know when we did the PBX upgrade it was just a new features. So in that case we did some pilot testing and transitioned fairly slowly. So we didn’t do a project plan so much as we just said; you know what, it is ready for prime time. Let’s roll out the new functionality and transition as we do max (?) on the phone system.  

Steve S.: I will just make a comment that may or may not help some people that are looking to upgrade their systems. We have been kind of looking at a few options as well. What we have found recently is that several of the different major vendors are going end-of-life on a lot of their hardware and current firmware since they are moving to a more virtualized environment. I don’t know if that is something that other companies are looking at. Ourselves we are about 90% virtualized and looking to move into upgrading our system. The only company that has kind of gone so far fully into that virtual category is Mitel.  Cisco and Avaya, from what I am finding, are soon to follow. So this is something that you guys are planning fairly soon you may want to look into waiting another year and seeing what is available so that you don’t end up getting into a system that is end of life fairly quickly.

Moderator:  Great comment Steve. So you are looking at Cisco Express, correct?

Steve S.: Correct, currently we are looking at Cisco Express as well as some of the others but it looks like Cisco is what we are primarily looking at.  

Moderator:  Comments on this? Are others looking at Cisco or the fact that virtualization impacts your telephony?

Trevor J.: At a previous company I was at we actually replaced the PBX phone system with a hosted phone system. Basically what we did was we scheduled the users to receive the IP phones on their desk. After they received IP phones they were set up at the hosting provider and then their numbers were forwarded to the new DIDs and we just cut over that way. It was very simple. 

Moderator:  Thank you Trevor. 

Chuck C.: We have got a question concerning does anybody have any security concerns with voice security and also network security after you have put the VoIP phones in place? 

TOPIC:  Network and voice security concerns with VoIP

Moderator:  Let’s get back to that in just a moment. Is there anyone else who can answer Steve’s question or any of our consultants that are on? 

Steve S.: Has anybody actually used or do you have any opinion of Cisco Express?

Moderator:  I know that Will had the same question with Cisco Call Manager. 
Cheryl O’Brien-Wilms: I think on the Cisco Call Express and the Call Manager the one thing that you want to really make sure that you look at, and this changes as products change, if you have a main site and remote sites you really want to make sure that your survivability issues are fully resolved. Now different companies have different levels of survivability requirements for those remote sites. So as produces change and they all, not just Cisco, this would be for any and all products out there. As they change make sure that they meet your requirements for those areas. Should the main process or go down or should the MPLS link to that site go down. 

Moderator:  Thank you Cheryl. We will continue. Let’s cover that security related issue with the VoIP phones.  Can anyone comment on the Voice over IP phones and security issues?
Man: Would you be using something of a NAC (Network Access Control) implementation on that? 

Chuck C.: Would that be the best way to secure the VoIP implementation? 

Steve Bult: We have found that implementing VoIP is just one part of having an overall effective network security strategy. So we don’t typically find customers that need to do anything specifically additional to add VoIP other than things that they would normally do if they want to have the kind of robust security that business need today.

Tom L.: We do put all of the VoIP in a separate VPN and isolate it that way. 

Moderator:  Thank you. Tom you were also asking has anyone actually found documented savings over traditional telephony. Was that your question? Were you on for the earlier part of this conversation or event? 

Tom L.: I missed the very beginning.

TOPIC:  Document savings over traditional telephony

Moderator:  OK, any comments on documents savings over traditional telephony? 

Trevor J.: I will reiterate what I said earlier. I am looking at a lot of savings with respect to going with SIP trunking verses traditional PRI lines just based on the amount of PRIs that we have; the amount that we are paying for the local loop as well as we are looking for least cost routing where we can hop off of the phone systems in the various branch offices to save on long distance that way. 

Moderator:  Thank you Trevor. That was a chat question from Tom. Anyone else on savings before we move forward? 

Carmen G.: We ran into that a little bit on our log distance contract because the local loop I was told was tariffed and there was nothing that they could do to prevent those increases. Some of the offices that we work at are very remote and more expensive. So we did take a hit with the access. We ran the local loop portion of it through our carrier. I would recommend trying to work that into your agreement if you can to stabilize those cost increases if it is possible. 
Steve Bult: This is kind of minimal unless you are doing a new construction project. If you go with VoIP as part of a new construction project then you can reduce the amount of cabling cost that you have to get from your telecom room to your closet by about a third because you only need one connection now as long as you are going to run your phone and your computer off of the same Ethernet connection. Then you only need one spare connection to each workstation. So you don’t need separate wires for the phone and for the computer and for the spare. You just have wires for your VoIP and data connection and a spare. So that is a cost savings. 

TOPIC:  VoIP and SIP based call center solutions with an IVR

Moderator:  Thank you Steve. I am moving us along folks. This is Chuck’s topic; VoIP and SIP based call center solutions including the IVR. 

Chuck C.: We have a traditional phone system, Nortel along with Nortel’s call center and IVR which is working very well. We are looking at the possibility of doing a VoIP or a SIP based call center including IVR. Has anybody gone that route? What experience have you had? Is it working OK? Does it do a professional job like the Nortel? 

Steve Bult: We have a number of call center clients and like the caller they are looking at making a migration but call centers have gotten rather complicated and in the case of our customers rather large. So for then to just go out and make this change for no other reason than to make this change is frankly too risky for them. So we are looking at options for our clients and helping them come up with a plan but we don’t see anybody doing this just to do it. 

Chuck C.: That has been our concern that it is a major part of our business and a very important part of it. Before we step off into those waters we wondered if anyone else had done that. 
Moderator:  IT was pretty quiet. Was any other member able to share doing this? That might be your answer Chuck. 

Carmen G.: We do have a call center with the Cisco product. It is working very well. We have leveraged all of our employees across the United States and on the call center to be able to take calls around the clock on the call center. It has helped us in being able to close smaller offices that don’t need to have the presence, take no customer business because they can forward their line over to the call center after hours and assist customers in that way.  
Chuck C.: Is that an enterprise system, Carmen?

Carmen G.: Yes, it is.

Moderator:  Could you share a little bit more information on your system Carmen?

Carmen G.: We have about 40 different sites with four main hubs in our larger offices. We have just migrated all of these offices onto one enterprise solution for our call center application. It was hugely into the unknown for employee and customer but they have been able to get the help they have needed from any location anywhere at the one-stop-shop number. So we are still in the phases of trying to grow into it so to speak.  We are hopeful that eventually all of our customers will start using their toll-free 800 number and we will be able to save some money on the local aspect of the volume of lines we keep to support their office volumes. We are hoping that it makes more cost savings down the road by utilizing that call center application. They would all come into our main corporate office dedicated long distance T-1 toll free and we should be able to squeeze some additional costs there. 
Moderator:  Excellent.  Chuck, you may want to talk to Carmen in a little more detail offline.

Chuck C.: That sounds good.

Tom L.: We have implemented the Cisco call center and although it works most all of the time we have found that when there are problems they are very difficult to trouble shoot. They are very complex, the interactions and to figure out the interactions with your VPN and your routing rules and things, we are plagued with the difficult problems. We have a few easy problems and a few difficulties that are difficult to troubleshoot.

Steve Bult: Is the rest of the infrastructure Cisco as well, the routers and switches and what not or just the call center?
Tom L.: No, it is all the _____.

Moderator:  You two might want to connect offline too, Tom and Steve. We can help you with that if you don’t mind Tom.

Trevor J.: I have a question for those that are using call center. We also have a call center here but we are actually using a hosted solution whereas the call center service is hosted offsite. The call center is here but the actual service is hosted offsite where calls to the call center are forwarded to the DIDs in the office on our traditional PBX phone system. One of the things that we are looking at when we go to Voice over IP is getting rid of that hosted solution just based on cost and bringing it in house. We are looking at the Cisco solution. The problem or the concern that we have right now is disaster recovery. A major portion of why we are attracted to the offsite hosting is because in case of a disaster we have the option of forwarding the agents DIDs to any number we want using the software provided by the provider online. So I am wondering what those that have call centers in house are doing for disaster recovery.

Steve S.: We also kind of took off down that path. We just opened our DR site and in looking at the Cisco express solution as an example it is pretty simple. We just put one 2801 router at the DR site and one of their UCM call managers and Unity voice mail boxes. You can either stick a T-1 up there or I don’t know if you can get a SIP trunk that is fairly small but we are looking at that as an option as well. that and a 40 megabit per second line between the two and we have got both our onsite high availability planned for that in case our main site has any difficulties and the main call controller goes down it will just fail over to that site. Or in the event of a disaster our existing building goes away then that site can fully take over as well. It is pretty minimal in hardware and what you need but it covers a lot of those bases.

Trevor J.: OK, thanks.

Tom L.: Because we operate call centers that need to be high availability with the public we put a complete redundant call manager and unified communications in an alternate site about 25 miles away. So we can run the entire network from our alternate site. In fact we load balance between them. But that makes it very expensive too.

Trevor J.: Yes, well we are considering, like we do a five year write off of any purchases. Looking at what we are paying for this service and looking at the MSRP is of some of the hardware it would be a considerable savings. However we just want to make sure that is going to work for us as well as the current solution is today as far as redundancy is concerned. I actually like the idea of putting the hardware in an alternate site. We do have that option because we do have a larger branch office that could accommodate the equipment as kind of a second site so to speak.

Tom L.: Yes, for high availability you would need the additional hardware onsite anyway. So if you just take that and move it offsite it becomes both your high availability and your disaster recovery.

Trevor J.: Yes, I like that idea. Thank you.

Moderator:  So Trevor have we pretty much answered your question?

Trevor J.: Yes, that answers my questions. Thank you.

Moderator:  Any other comments before we move back?

David L.: Just a quick question for Tom with this occasional complicated Cisco problem that you are having. Are you also using Cisco firewalls or do you have a different brand of firewall?

Tom L.: I can’t answer that question. It is not a firewall problem. It is interaction with the routers in multiple locations and things. It is just very difficult to troubleshoot. 

TOPIC:  Emergency service 911 for call center environments with VoIP

Moderator:  How has emergency service 911 been handled for call center environments using Voice over IP?  Carmen a minute ago had shared that they do have the IVR in their call center. Carmen you are a government county?

Carmen G.: Actually no we are a middle man for customs and immigration. We service all of their paperwork. 

Cheryl O’Brien-Wilms: I would say that every single client that we have had make this transition either the IT professional that we worked with or their chief legal counsel would all demand that you have an analog route for that 911 no matter what the vendor says they can do as far as capabilities go. If the IT director says no, I think we don’t need it. We are going to swing the bat then their chief legal counsel overrides them and say; no, absolutely we will have an analog.

Carmen G.: We don’t have any problem with contacting 911 from the appropriate offices that we are dialing out to, or accidentally even dialing out to. The problem would be on the inbound calling coming back in. once you have agents logged into a call center how do you get to the appropriate office if they are in an environment in which all the calls routing into those offices have no operators on staff and getting the call to the right office first of all.

Cheryl O’Brien-Wilms: Hence the analog line. We did have one client that made the decision to not put an analog line every single site that they had IP telephony situation installed and then they did have an individual who did go into cardiac arrest. They now have analog lines everywhere because if you read the small print in the legal contract that you sign. There are two legal contracts that all of you will sign when you do one of these. One is that the equipment vendor and also the carrier. So you will have the local and long distance carrier and then you will have the equipment. You will also then sometimes have a third where you have the manufacturer. If you look at the small print you will find that they do not guarantee absolute and total workability in that area. 
Kyle W.: One thing that we are just in the process of installing a new call accounting product called ComView. It is a hosted solution for call accounting. One thing that they do that is really neat and we have multiple locations and we have a T-1 that services the 911 calls in each location. One thing that they do that is really kind of cool with the call accounting system they can email if there is a 911 call somewhere in your PBX or in your VoIP phone switch or whatever phone switch you are using. They can email that call information to your security department or some other email address that you designate. I thought that was a pretty cool way of not only notifying the appropriate people that there was a 911 call instantaneously as it is occurring.  Just an FYI on that. We are in the process of installing that product so I can’t really vouch for the overall satisfaction of it. We are hoping for good things. The name of the product is ComView. It is a hosted call accounting package and obviously they have wireless and all kinds of other ways to help you with billing and telecom management features. So far all signs are pointing towards that it might be a good product.
http://www.comview.com/
TOPIC:  VoIP hybrid

Moderator:  Moving forward Al asks this topic. Their home office is moving and they need a new phone system. Do others have experience with running a centralized phone system over a multi location? You are looking for a VoIP hybrid or something other than Voice over IP. 

Al S.: This is just a shot in the dark here. We are moving. We haven’t got a big office. The head office, we have only 18 people and we will likely have to replace the phone system. It is not a big office so I was just wondering. Obviously something like VoIP for that amount of people isn’t something that is going to be cost effective. 

Moderator:  Suggestions or comments please.

Cheryl O’Brien-Wilms: Do you happen to have some of the configuration of that site? In other words the site that has 18 people, do you already have MPLS into that site or would you have MPLS into that site connecting it to the main site? 

Al S.: No.

Trevor J.: You might want to take a look at a hosted PBX solution where it is Voice over IP but you don’t pay for the equipment itself, just for the service. That is an option for you.

Al S.: Trevor could you give us the name of who you have been using as an example?

Trevor J.: The VoIP hosting company used in the past was called Thinking Phone Network at thinkingphones.com. They are out of New York.

http://www.thinkingphones.com/
Moderator:  Trevor if you want to just chat that over to me or we will follow up and have it in the transcript. If you can get it on the call that would be wonderful.  Other comments? 

Cheryl O’Brien-Wilms: Is this a site that there is a main site and then there is an additional 18 person site?

Al S.: This is our head office. It has like 18 people. Then we have two other sites about a hundred miles apart. They might have another 70 people in two other offices; say 50 and 20. Our main office is 18 people and we have to move. We don’t want to take the phone system with us.

Cheryl O’Brien-Wilms: Because it is too old.  Where are the main servers and such?

Al S.: They are in the head office. 

Cheryl O’Brien-Wilms: So you are moving your servers as well. And what are the phone system in the other two sites, the 50 and the 20?

Al S.: They are PRI PBX sites. Nortel.

Cheryl O’Brien-Wilms: OK so that is a brand that has been now purchased by Avaya. How old are the Nortels?

Al S.: One is about ten years old and the other one is five.

Cheryl O’Brien-Wilms: Do you happen to know which Nortels they are?

Al S.: I don’t.

Cheryl O’Brien-Wilms: Well depending on the age of those Nortels, Nortel does have a migration plan. Avaya has a migration plan for all of the Nortel equipment when Nortel filed bankruptcy. You probably have a sales rep that handles your Nortel-now-Avaya equipment. Obviously those systems have the capability to have a little remote set off of it. So you can either empower the main site, the larger site to have Voice over IP or IP telephony into this other site or you can also just buy a smaller system. It would take a little bit more than just this call to work this out but there are many options that you have. You can tie it to those other sites. You probably want to tie it to those other sites if those other sites are going to be going end of life soon which it sounds like they are already and typing into your main servers at your main site that is moving.

Al S.: That is kind of the key that we are looking at how do we combine these three sites together with one phone. Maybe it is a bit of a hybrid but trying to get them so that they work together.

Cheryl O’Brien-Wilms: On the main system you can go hybrid. In other words you don’t have to replace all of the phone sets. Many times people think that if you are going to go IP telephony you are going to have to replace everything. That actually is not true for most of the manufacturers. It is true for some of the manufacturers. For most of the manufacturers you are able to keep a hybrid in place. Just make sure that when you look at it that whatever you put in at your new main site, the smaller site but the one that runs the show, just make sure that you are going to err on the side of more capacity, more horsepower and more processing power etc. so that you can merge the other systems into it as you wish and as budget and time permits. 
Al S.: Thanks for the comments.

TOPIC:  How MPLS and SIP apply to an organization for data and VoIP

Moderator:  We will move on to Tony. Tony is asking; MPLS and SIP, how is this applying to everyone as an organization for data and VoIP. Our next couple of questions are related to MPLS or SIP. Anyone want to make a comment or adopt Tony’s topic?  

Cheryl O’Brien-Wilms: I am trying to understand the exact question. 

Moderator:  Tony mentions MPLS and SIP. How is this applying to everyone as an organization for data and voice? We maybe needed a little bit more detail from Tony.

Cheryl O’Brien-Wilms: Tony might be referring to capacity and size of the ports. In other words most people that had frame relay are moved over to MPLS now at this point. Now it is a matter of will that MPLS that has in the past been for data only now have the capacity for the SIP as well. One thing that I might caution folks on the call about is that all MPLS and SIP are not created equal. If you are looking at IP telephony and if you have MPLS or if you have the opposite. If you have your IP telephony in place and you are looking at a new MPLS/SIP carrier make absolutely sure that you are checking to make sure that the carrier and the manufacturer are registered as certified with each other.  if they are not registered and certified with each other you will spend extra money and time to get the two to be certified with each other so that you can implement.

Moderator:  Thank you Cheryl. Good point. 

Woman: How do you get that certified then? How would you go about doing that? 

Cheryl O’Brien-Wilms: What ends up having to happen is you need to actually sit down with the engineers from both companies. We had a client that had made the decision; they had Alcatel, as an example. They had hosted Voice over IP from one carrier and they decided to take all of those sites in house and no longer do hosting outside of their company. So they expanded their Alcatel phone system into all of the sites and the new carrier that they went with was not certified with Alcatel. So we needed to get the Alcatel engineers and the carriers side, their engineers together and set up a lab, bring circuits into the lab and actually run all of the diagnostics and all of the steps of analysis and what if scenarios. Just go through the entire list for full blown certification. It is not a fast process. The process, once started, takes usually two to three months at the soonest. Normally six months to 12. Then there is just waiting to get agreement for both sides to do a certification process.
TOPIC:  SIP to replace traditional land lines/PRI

Moderator:  Thanks Cheryl. Let’s go to Will. What about SIP to replace traditional land lines like a PRI? Will? Any comments? 

Woman: Is the SIP relative to the trunking channels? You have 23 channels available and then it is just 23 channels for a SIP? Is that the way that it works?

Steve Bult: No, that is not the way that it works. PRI is a result of the way that the T-carrier system was historically designed in the US. They took so much bandwidth for a voice call and then when they digitized that, when they went from analog trunking at the carrier level to digital trunking basically they resulted in a 64,000 bit per second data stream for each voice call. So that became the foundation of the T-carrier system, T-1s, the PRI system 23 B+D. each bearer channel is 64 kilobits.   That is really a legacy of the way that the phone system was originally engineered. Once you go to SIP trunking you just have a pipe and depending on the manufacturer, the amount of bandwidth that you need per voice call and for signaling varies but it is always, at least in my experience, at least 64 kilobits per call but it is not channelized anymore. It is just a 64 kilobit data stream in there with all of the other bits and bytes for people surfing the web or checking their Facebook page or getting email or doing all of the things that people do across a corporate intranet and internet today. There is no channelization anymore.
Woman: How about classifying it for voice only?

Steve Bult: Then beyond that you can actually reserve a portion of the bandwidth in your trunks and in your network for various classes of service. That is exactly correct. So you can set some minimum thresholds for the amount of bandwidth that is reserved for the various types of traffic but it is not as static as it was in the PRI. The PRI is channelized but in SIP it is not channelized but it can be reserved.

TOPIC:  SIP bursting

Steve S.: It sounds like you have got some pretty good knowledge on SIP. Can you possibly explain a little bit about how bursting works? I guess that somehow with SIP you can pay for what would be your average bandwidth usage on a monthly basis. I guess they allow for in emergency situations an increase of that. I think they call it bursting?

Steve Bult: Bursting is not an industry standard term. It is as I like to say a marketing term. So it is going to mean whatever the sales person that you are talking to wants it to mean. In general what happens is the carriers as they design their networks build in a certain amount of capacity. They have to try to predict how much data all of their customers are going to have of all different types going through the network at any given time. So they don’t want to have too much extra because then they are buying things that they don’t need. They don’t want to have too little because in TCPIP when networks get congested things just get thrown away and then the phone rings because people are complaining. So they have a certain amount of capacity in their network and they can allow you to exceed either your contracted base amount or your average amount because they have a certain amount of capacity in their network that other people could use or that you could use. So they have to have a mechanism I place that allows them to track that. So when you exceed your base rate they know how many additional bytes you sent so that they can send you a bill at the end of the month. This is something that you saw initially in frame relay. There were some frame relay contracts that had a similar feature where you had a base rate but you could go over that. I think that is where the term bursting actually came from originally. 
Tom L.: I was going to comment that traditional telephony is based on time division multiplexing so that a 64K channel is 64K all of the time. Whereas when you are using Voice over IP it becomes statistical multiplexing. If your system, and this is a key point, is able to suppress packets during quiet periods then you are able to take advantage of the time when no one is talking and you are not generating any network traffic. If that feature is not enables then you are still transmitting empty packets essentially.
TOPIC:  POE obstacle for a VoIP implementation

Moderator:  Thank you Tom. Tom has another comment that I didn’t catch earlier when he raised his hand via the chat. You were going make the point that POE has been a major obstacle to VoIP implementation. What is POE Tom?

Tom L.: Power over Ethernet. POE is expensive and often necessitates power upgrades and perhaps cooling in tight closets.
TOPIC:  Cisco CallManager with Sprint MPLS and Sprint SIP

Moderator:  I am going to move us along to Will’s next topic. I am not sure if he is still on or if we can find a match. Is anyone using Cisco call manager, Sprint MPLS and Sprint SIP? We are trying to find a match here I believe. We have Steve on Cisco.

Steve S.: Yes, I had a similar question but unfortunately I cannot comment as I have the same question.

Moderator:  OK, maybe we can help more with this for you too Steve. We will follow up with you offline. We will go to Trevor. Did we cover this one, the DR one?

Trevor J.: Yes, we did.

TOPIC:  Emerging unified communications

Moderator:  Emerging unified communications, this is Mike in Alberta’s topic. Mike, are you on? Emerging unified communications; does anyone want to talk on this in general? Benefits or research that folks have done, anyone got this in place? How about technology management, what is your take on unified communications?

Steve Bult: We have helped a number of clients implement unified communications using a variety of vendors. They see the benefits of increased productivity, increased availability of people, the ability for people to use their preferred communications channel; it is not just voice anymore or voice mail. It could be chat. It could be email. Because they are now unified they can convert from one to the other. If I was going to talk about where are the emerging unified communications trends I would have to say that one of the big ones is going to be the integration of VoIP over WiFi with cellular communications? You are already starting to see some cellular carriers and some equipment manufacturers now offering support for the seamless transfer of calls between--you can be in your building using your cellular phone and having your phone go over Wi-Fi. As you walk out to your car the equipment at your office seamlessly hands off your call to the cellular network and now you are using your minutes as you get in your car. Of course you hang up before you drive. So the ability for cell phones to use and access VoIP over Wi-Fi and therefore not use up cellular minutes is one of the definite emerging trends that we see in unified communications. 
TOPIC:  Video conferencing solutions

Moderator: Mike asks about personal corporate video conferencing. Jenny also asks; what are you using for video conferencing? 

Marc R.: We are using a combination of two things. We have point-to-point video conferencing happening in our large conference rooms with Sony equipment which works just like any other video conference. That runs over our IP network. We are actually seeing a large number of our users migrating to Skype for individual calls or small conference groups which is working out great for the advent of the video cam or webcam built into the laptop. A lot of our remote travelers are doing video conferencing via that method rather than in the conference rooms which gives a lot of on demand features.  

Moderator:  Thank you Mark. Jenny is calling back in so she will be on shortly. Anyone else, what is your video conferencing solution? Can anyone else share?

Trevor J.: We are using a Polycom system. We are actually kind of doing a demo right now of their RMX Bridge. Basically what that is, it acts a conferencing bridge. In our regular conferencing solution what we do is we actually rent a virtual room over at a Telco and if we need to bring in a large number of video conferencing endpoints we will actually dial into that conferencing room much like how we are doing right now with this conference call. With our video conferencing equipment what the RMX bridge allows us to do is host that solution internally. We are just basically looking at what the cost advantage is. If we look at it over five years the solution will pay for itself in about four years. 
http://www.polycom.com/global/siteselector/site_selector.html
Moderator:  Thank you Trevor. Did we get the name of that hosted solution?

Trevor J.: The hosted solution here in Toronto is called BCF Global.

Moderator:  Thank you. Jenny, are you on?

Jenny K.: We are looking to do some kind of video conferencing. We have multiple regions, similar type business situation as most companies and state agencies have. I was just wondering what people were using. We don’t want a big cumbersome system. We have tried Skype which is great except you can’t do more than one-to-one. You can’t really conference where all parties see each other. I just wondered what other people are using for desktop types of video conferencing.
Moderator:  I don’t know if you realize, Polycom was mentioned so far and a Skype solution was mentioned.

Jenny K.: Has anybody tried Skype with a real conference where more than just two parties see each other? 

Marc R.: I have had four parties I know seeing each other at one time.

Jenny K.: I have got to the site and I have trouble with that. Maybe I need to contact them directly. They don’t really let you contact them you know. 

Moderator:  We can get you connected offline too Jenny if that is OK Mark.

Marc R.: Sure.

Jenny K.: That would be great. Thank you.

Steve Bult: I have used Skype as well to conference multiple people together. I believe that the current system limit is ten people. 

Jenny K.: Very good, I think that is the direction that we need to go. Who mentioned Poly Com? Is that a much more expensive solution? How much external equipment do you need?

Trevor J.: We are using it different ways. We have a large board room here that has a very expensive solution. We also have software that Polycom has licensed to us that we can install on laptops with cameras for personal video conferencing. Then we also have what we nicknamed the Boardroom on Wheels which is basically a portable video conferencing solution that kind of wheel around to either offices or to the smaller meeting rooms.

Jenny K.: Actually I have seen some of them. It is really an amazing product. Maybe if you could do the connections for us with Steve and Mark that would be nice. Then we are done. That is all I have.

Moderator:  Tom also made the comment that one of the hot topics currently is HD Voice over IP, double the frequency spectrum, 4K to 8K and twice the sampling rate so the bandwidth requirements are 4X. I want to thank Tom for that comment. 
TOPIC:  Avaya’s PASS program

Moderator:  Vicky, how do you feel about Avaya’s PASS program? Are you going to pay for the program?  Vicky, are you on?  We have a couple of vendor type questions coming up here now. Do you have comments about Avaya’s Pass program or do you know anything about it?
Chuck C.: We are still contemplating. I think the whole idea stinks but we will probably pay for it, at least for a little while until we find another vendor. 

Moderator:  This is because you were with Nortel and then Avaya bought them out?

Steve S.: I was wondering if you could elaborate on what the Avaya Pass program is.

Chuck C.: Basically with Nortel we would have a maintenance contract with a vendor. The vendor would have a contract with Nortel that they had to escalate the problem to Nortel. The Pass program, Avaya is requiring us to have a contract through the partner with Nortel before the partner can approach Nortel to expedite a problem.

Steve S.: It sounds like it is just kind of related to Avaya and Nortel kind of merging and whatnot.

Chuck C.: Exactly, it is Avaya’s idea of how to make some more money. We have to pay for this right whether we ever use it or not. In the past the vendor or third party would have a bundle of minutes with Nortel and use those however needed with the customer if they had to take something to Nortel. Now we are required to pay a maintenance agreement with a third party and pay for Pass with Avaya that basically we can’t use. It has to be used by our vendor if they ever have to go to Avaya.  

Steve S.: Kind of a lose-lose. 

Chuck C.: Yes, it is!

Moderator:  Would you like to be connected with Vicki to talk about both of your decisions? 

Chuck C.: That would be fine. 

TOPIC:  Avaya and Nortel 

Moderator:  Thank you Chuck. We can do that. Vicki has our last questions. She asks; if you have a Nortel system what version release are you running. I know that probably she and Chuck would like to talk on that a bit. Anyone else on this Nortel/Avaya situation?  Maybe TMC has some comment. Do you have any plans to move from Nortel to another system? What timeframes? What systems?  A year or so ago when all of this was starting to transpire we actually had Nortel representation on a WebForum with members that use Nortel. They kind of backed away and we didn’t get a final event.

Cheryl O’Brien-Wilms: Our largest problem with the Nortel; now what do I do, do I move to Avaya, problem is that what we find is that the Avaya product line has a gap in the small to medium range. When folks are looking at moving their large site, their corporate headquarters site over to the Avaya product there is a like Avaya product. When moving the regional sites they cannot find a good fit to replace. So we have clients that are actually deciding to stay with their Nortel product line. They are quickly upgrading it to handle IP capability and they are going to literally ride it out and then when they are ready and when all of the shaking is done and the balls have all landed in their proper places then they will look as to whether they will go with Avaya or if they will go completely different and go with a different phone system. The one thing is that many of the other manufacturers have a bonus plan out there. If you are willing to move from an Avaya/Nortel they will give you a special discount. If you are looking to move from Nortel to somebody else make sure that you bring that up and make sure that you demand that they give you a factory discount and a factory incentive for every phone that you are moving away from the Nortel product line. 

Moderator:  We thank Technology Management Corp for joining today’s event. You were very helpful in your experiences and always have been for us. We thank you for joining us. 

End of discussion.
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Telephony Gold Nuggets

Implementation:  issues, benefits, cost savings.

Option for hosted VoIP solutions.

The general conversation and information comparing PRI to SIP trunking.

Certification for SIP between carrier and manufacturer.

We learned about a requirement we were previously unaware of i.e. 911 at each location and analog line required to support it.

The opportunity to speak with someone who has experience using the video conferencing products we are reviewing.  We are looking for solutions.
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