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Customer 
Experience and 
Revenues Are 
Being Jeopardized 
by Calls Not 
Connecting: Part 1

A 1st Financial Training Services survey 
reported that 96% of unhappy customers 
don’t complain, however 91% of those will 

simply leave and never come back.  Additionally, 
a Garter Survey showed 85% of customers are 
dissatisfied with their telecommunications 
experience with 92% of all customer interactions 
occurring via telephone.  

LEVENSON 
by Stephen Levenson, VP at 
Global Telecom Testing (www.
globaltelecomtesting.com)

When marketing Unified 
Communications (UC) technology, 
providers often place the most 

emphasis on cost savings to sell in the value of 
their UC solutions. However, the reality is that 
the most tangible value of UC solutions isn’t 
necessarily found in cost savings, but in increased 
productivity.

It’s true that UC can save businesses money. 
As an Operating Expense (OpEx) line item 
instead of a Capital Expenditure (CapEx) 
and the reduction in travel costs with virtual 

True Value of UC is 
Found in Employee 
Productivity

HERRINGTON 
by Austin Herrington, Director 
of Product Marketing 
at Windstream (Austin.
Herrington@windstream.com)
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For a sales-driven organization, it isn’t the 
size of your data that matters, it’s what you 
do with it. No longer a discretionary luxury, 

predictive analytics are now the name of the 
game for those who seek to utilize customer 
metrics in a meaningful way to establish a 
tremendous competitive advantage, gain notable 
market share and significantly boost bottom 
lines. In fact, according to the 2015 State of Sales 
Report published by Salesforce Research, “smart 
selling fueled by predictive analysis is expected to 
jump 77% among high performers,” throughout 
2016. Not only that but high performers are also 
four times more likely to use predictive analytics. 
Just what exactly is predictive analysis? Simply 
put, it’s the ability to more precisely predict a 
customer’s future spending based on their past 
behaviors. Of course, there’s no way to actually 
predict the future but predictive analysis can give 
companies invaluable insight that can make or 
break a CRM system.  

If you’re not using predictive analytics, your 
current CRM system is likely falling short in 
several areas. Here’s how predictive analytics can 
help:

1. FORECASTING LIKELY 
CUSTOMER BEHAVIORS
There’s an old saying in sales: “buyers are 
liars.” Unfortunately, salespeople are forced 
to enter notes based on what the customer 
tells them. Besides these basic notes that are 

How Predictive Analytics Make or Break 
a Modern Marketing Engine – Part 1
Size doesn’t matter: why predictive analytics prove your marketing and 
customer relationship management methods are likely falling short

SMITH
by Lang Smith, founder of 
Cloud Signalytics (www.
cloudsignalytics.com)

R eady to move beyond traditional cross-
selling and upselling strategies? 

Propensity scoring is a fast growing 
area of opportunity and an effective tactic 
that incorporates customer scoring into 
an organization’s CRM platform. This 
type of scoring greatly simplifies how 
telecommunications organizations predict 
customer behavior and is easily operationalized 
into workflows to derive value. 

Learn How Propensity 
Scoring Transforms 
Telecommunications 
Marketing

ALMIYA
by Sanjay Almiya, Chief 
Analytics Architect at Infogix 
(www.infogix.com)

MICAH
SINGER

The security issues associated with 
privileged access are coming to the fore as 
telecoms rely more heavily on outsourced 

IT and cloud services, and as UCaaS gains 
prominence. Unless access can be controlled, 
the exposure to data theft and denial of service 
can be significant. Furthermore, a lack of access 
controls violates compliance regulations, with 
puts companies at risk for fines and censure.

High-profile breaches are shining a spotlight 
on a sub-component of privileged access, 
managing third-party access. It’s a cliché that 
a chain is only as strong as its weakest link. 
Likewise, a telco’s cybersecurity defenses 
are only as strong as the defenses of those 
contractors, partners or customers who have 
access to the telco’s network. 

As a result, hackers are often using 
vulnerabilities in the defenses of these third 
parties in order to gain access to victims’ data 
assets. As a result, many security teams are 
scrutinizing third-party access as a critical 
element of their privileged access management 
(PAM) game plans. 

Trustwave reports that 63 percent of data 
breaches are caused by security vulnerabilities 
introduced by third parties. The greatest 

concerns telcos face in tracking third-party 
access include:
l Introduction of cyber vulnerabilities
l The risk of losing or exposing critical data
l The risk of intellectual property theft
l The risk that the supplier cannot deliver 

the needed services on time
Establishing the link between third parties’ 

encrypted sessions—regardless of whether 
they are interactive in nature or simply data 
transfers—and linking that privileged access 
to data loss prevention (DLP) capabilities. 
Telecoms need to be able to intelligently inspect 
their encrypted traffic and file transfers and 
detect and respond to anomalies and trigger 
preventative actions on it. This is a challenge 
for traditional PAM where control is primarily 
role-based driven. 

To be able to effectively create the linkage 
between PAM and DLP it is necessary to be 
able to manage, audit and control the encrypted 
session itself and create data tagging and 
classification techniques to link with the policy 
controls of the DLP.

It’s not that encryption is the culprit. Rather, 
the layered defenses currently available on the 
market are blind to what is going on within the 
encryption, and this allows malicious insiders 
to hide their activities – and for third parties to 
unwittingly introduce vulnerabilities into their 
customers’ network.

Tactics for Taming Third-Party Access
Any plan to tame third-party access must 

include tactics that relate to these three familiar 
categories: people, processes and technology. 

People: The way that third parties often 
gain access to their customers’ networks is 
convoluted. They go through VPNs (often 
without two-factor authentication) and 
from there will access the network—perhaps 
through a jump server—where they may then 
access the needed infrastructure, whether it 

be virtualization, application, networking or 
storage layers. Third parties often access the 
environment through some protocol-based 
encryption (such as Secure Shell, RDP, HTTPS 
or Citrix). 

Sometimes these jump host architectures 
may have some form of monitoring; however, 
they frequently don’t. The potential entry 
points for vendors into the network are often 
distributed in nature, meaning there are usually 
not single choke points for all third-party access 
to go through in order to enter the network.

Consequently, customers must enact strict 
controls regarding what can and cannot be 
done once the third party has entered the 
network in order to ensure the highest levels of 
security. 

One of the concerns with traditional jump 
host architectures is that third parties, if 
not controlled through which actions and 
commands they can run, may be able to drop 
SSH user keys into development, production 
environments. 

From there, they can also drop these keys 
onto network devices such as routers or 
switches, enabling them to later bypass the 
jump hosts that are intended to control their 
access points.

Best Practices to 
Tame the Beast of 
Third-Party Access 

McKENNA,
by Matthew McKenna, 
Chief Strategy Officer, SSH 
Communications Security 
(www.ssh.com) 

TO READ THE REST OF THIS 
ARTICLE PLEASE VISIT THE LINK 
–  http://wp.me/p2Q636-kHa
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Processes: When it comes to third-party 
access, processes are a big concern. The 
processes touch not only at an operational level, 
but also at the legal level where vendors are 
vetted prior to contractual engagements. Let’s 
explore this briefly.

Supply chain networks must be secure in 
order for networks to be secure. And our supply 
chains are intertwined now. Vulnerabilities 
in the supply chain can come from almost 
anywhere now and, therefore, you are only as 
strong as the weakest link in the chain. 

From the legal and process perspective, 
stronger vetting procedures should be adopted 
to ensure that third parties’ security standards 
are meeting an agreed benchmark level for 
security controls, which telecoms should work 
on in partnership with their vendors. The legal 
department should be asking these questions:

How is the supply chain for delivery of 
products and services secured on the vendor 
side, as well as on the customer side? What type 
of integrity testing is done on those delivered 
products, and how is that delivery zoned on the 
customer side?

Do suppliers have direct access to IP?
Are they required to report to the customer 

when they have been breached?

customers must enact strict controls

regarding what can and cannot be

done once the third party has entered

the network in order to ensure the

highest levels of security



4  Telecom Reseller  March/April 2016

Start your migration with a visit to:  www.audiocodes.com/microsoft

If she dials 9-1-1,  
will first responders 
find her quickly?

Don’t compromise  
your employees’ safety.

With end-to-end support, our E9-1-1 
enterprise solutions are simple to deploy 
and manage. Strong expertise in complex 
environment support, such as multiple  
UC vendors deployed on premise, hosted, 
or in hybrid environments.

Call or click today for more information
877.862.2835 or 911enable.com

Global companies are increasingly turning 
to Unified Communications (UC) solutions 
to drive collaboration among customers, 
colleagues, and partners. This technology is an 
important tool for driving customer experience, 
retention, and revenue streams.  

According to a Frost & Sullivan report; 
“Meetings Around the World: Charting the 
Course of Advanced Collaboration,” 71 percent 
of Fortune 500 companies said they use UC 
solutions to cut the need for business travel. 
The same report also found that more than half 
of those responding 
think UC solutions 
present a powerful 
alternative to in-
person office visits.  

Given how 
important these 
services are to 
international 
businesses and the 
potential impact on 
revenue, it’s disastrous 
when the end 
customers encounter 
issues while attempting to contact customer 
support, purchase services and products, or 
make reservations because of problematic 
telephone numbers and IVR platforms. Issues 
can range from improper carrier and/or local 
PTT provisioning, incorrect dialing patterns, 
geographical restrictions, etc. These issues 
negatively impact customer retention and 
service, sales, reservations, corporate image, and 
revenues. 

When new worldwide telephone numbers 
and IVR platforms are delivered to global 
businesses, they are tested randomly by the 
provider or their local in-country telco partner. 

Providers do not typically verify all numbers 
being delivered and the testing is rudimentary. 
These companies solely and sporadically test 
electronically, which permits problematic and/
or non-functioning numbers and IVR platforms 
to be delivered to customers. This testing does 
not detect ANY in-country Quality of Service 
(QoS) issues and does not simulate the in-
country user experience.

It is because of the often flawed and 
limited relationships between worldwide UC 
companies and their, in-country, local telco 

partners that newly 
delivered worldwide 
telephone numbers 
and IVR platforms 
are frequently 
faulty, causing 
global companies 
to lose clients and 
compromise sales 

Setting up global 
sales and customer 
service telephone 
numbers and 
IVR platforms is 

complicated and costly. They are the business’s 
life lines for customers and employees. Being 
100% certain that they are fully operational is 
imperative. The time and money spent to fix 
faulty worldwide telecommunications is costly 
and frustrating, but more importantly negatively 
affects how a company is perceived in the 
marketplace, customer experience, retention, 
and revenues. 

Part two of this article will explore the pros 
and cons of all available testing solutions, 
enabling companies to make the most informed 
decision for their specific customer service and 
telecom needs. n    

LEVENSON continued from page 1

When new worldwide telephone

numbers and IVR platforms are

delivered to global businesses, they

are tested randomly by the provider

or their local in-country telco partner. 
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through an unmatched dedication to quality and service. We’ll help you connect and communicate.

Higher Education + Technology = ACUTA

•  Professional networking at its best happens at the face-to-face 
events and via the listserv/community. We provide opportunities to connect 
with people who can help you succeed.

• High-quality education features presenters at seminars and 
conferences who are experts in the  eld. 

• Valuable publications bring critical information to you in a timely, 
pro-active way.

• Online resources give you access to solutions that will help you meet 
the needs of your campus faculty, staff, and students.

• Professional development opportunities abound at ACUTA, 
giving you experiences that will help you grow professionally and advance 
your career.

As a CIO, it is important for 
me to be a part of a group of 
people who strive to con  nually 
evolve as knowledgeable 
technology professionals.  
I know of no be  er organiza  on 
to be a part of than ACUTA.

Keith Fowlkes
Director of Informa� on Technology 

Services and CIO
Centre College

www.acuta.org 
Questions: Call Amy at (859) 278-3338.

Join Today!Connecting Campus IT Professionals with Ideas and Solutions

NIXON
Continued from page 17

to maintain operations. This means each 
piece of your internal network is still 
responsible for connecting you to vital 
data, and can still present a liability when 
power problems occur, even though the 
data is off-site.

Here are a few areas to consider when 
moving to the cloud:
• IT & Network Infrastructure
• Telephone systems are no longer stand-

alone—modems, switches, hubs, routers, 
wireless access points, and other network 
devices all work to maintain each per-
son’s connection to the cloud, and the 
data and services provided by it. Each of 
these devices should be backed up with a 
UPS that can accommodate its electrical 
load for the desired amount of time.

• Network device loads vary greatly, from 
small routers that can be backed up by an 
inexpensive standby unit, to large loads 
that require a line interactive or true on-
line system for adequate backup.

• Workstations
• While it seems obvious, every worksta-

tion (including the PC, telephone hand-
set, and peripherals) within the building 
depends on power to function properly. 
When cloud storage is involved, files 
are often saved locally before being 
uploaded, and can be lost or corrupted 
when power problems occur.
In many cases, a UPS is present at these 

stations, but has been ignored for several 
years. These are often found to have a dead 
battery when called upon, leading to data 
loss and potential hardware damage.

Appropriate workstation backup is 
largely dependent on the backup runtime 
desired, and how much space is available 
for the installation. Slimline tower line 
interactive systems are a popular solution, 
as they provide a favorable mix of runtime, 
power conditioning, and space savings.

Don’t get lost in the clouds
While it is easy to consider your prob-

lems solved once critical operations are 
in the hands of a professional data center, 
the job is simply not done yet. A complete 
protection system on-site is critical, and can 
help ensure your link to the cloud is more 
like an escalator than a magic beanstalk. %
For more visit www.minutemanups.com/blog

 device that could be purchased by 
employees. IT will need to determine 
which devices it is able to support. 

• Geo-Fencing: It may be that security, or 
data use needs, require policies to gov-
ern devices used within predefined geo-
graphical areas. Different regions gener-
ally have different laws.

• Bandwidth Throttling: Organizations 
must determine how to allocate employ-
ee demand for bandwidth across a broad 
swath of locations, roles and usage vol-
umes. 

• Business Support vs. Personal Support: 
Organizations must determine the extent 
to which they are willing to provide 
technical support for an employee-owned 
device.

• Device Loss: Device loss or theft is a fact 
of life. Therefore, an organization should 
have a plan for protecting (or wiping) a 
lost device. 

• Reimbursement: How will employees 
be reimbursed for devices and/or data 
plans? 

Essential 3: Build a Legal Policy 
Framework

Allowing employee-owned devices into 
the work environment will undoubtedly 

GANGA
Continued from page 22

create some legal issues. Risk reducing 
policies must be developed.
• Responsibilities: Does an employee 

using a device with corporate apps and 
data have a responsibility to protect the 
device? What if precautions are not taken 
to protect the device? 

• Rights: The legal rights of employees 
and organizations differ from country to 
country, so policy may have to be altered 
on a country-to-country basis.

• Liability: Who is liable for the loss of pri-
vate data when protocols are followed? 

• Privacy: What measures will a company 
take to protect the privacy of the employee?

• Look for the second part of this article 
where we will detail the next three essen-
tials for a successful BYOD policy. %

conferencing, UC can have a real impact on a 
company’s bottom line. But even more significant 
than that is the impact that UC can have on 
employee productivity.

For the modern workforce, employee 
workspaces and locations can change daily—
ranging from a typical office to an employee’s 
home, or even his or her car—but productivity 
expectations remain the same. That’s where UC 
technology comes into play, giving employees the 
power to stay connected on the go, far beyond 
the cubicle and a nine-to-five workday.

UC technology focuses on the location of 
the end user, rather than that of the desktop, 
providing a consistent end-user experience 
regardless of device type to ensure a seamless 
workflow. Cloud-based applications allow 
employees to communicate, as well as access 
networks and data in real time, when they need 
to most.

Productivity in the workplace is fueled by 
the ability to collaborate, increase agility and 
simplify IT operations with UC. UC can better 
enable multichannel communication, allowing 
employees to more easily collaborate with 
their teams. With features such as presence 
management and instant messaging, users can 
quickly be added to conversations for ad hoc 
meetings. A strong video solution can also 
empower dispersed workforces to communicate 
more effectively while minimizing the need to 
travel to the office or across the country.

IT departments also reap the benefits of 
more productive employees and departments. 
Windstream UC customers tell us repeatedly that 
they require a highly reliability and professional 
grade network so they can focus on operating 
their business. With UC, IT team members 
can more efficiently monitor network and 
application performance while employees benefit 
from “always on” connectivity. The IT team can 
more easily deploy applications in a controlled, 
common environment and can quickly restrict 
the use of third-party applications, which are 
known to hinder network monitoring and 
increase security risks.

HERRINGTON continued from page 1

Another reason that UC is so successful 
in driving productivity is its ability to be 
customized. At Windstream, our middle market 
customers value UC technology because it is 
a blend of solutions, including web, audio and 
video conferencing, instant messaging and 
presence management, among others. Customers 
with different needs can implement only the 
Windstream UC technologies that they require to 
boost productivity at their company.

Businesses are adopting UC technologies at an 
increasingly high rate, which may be attributed to 
the implied cost savings. For many, productivity 
may not seem like a tangible benefit at first 
glance, but it ultimately fuels the success of a 
company—or hurts it if it lags behind. Businesses 
that focus on the value of productivity delivered 
by UC are sure to see an impact on their 
respective companies as a whole and, ultimately, 
their bottom lines. n  

Broadvoice, an award-winning provider of hosted 
voice, unified communications (UC) and SIP 
trunking services for consumers and businesses, 
has added contact center capabilities to its PBX 
portfolio.

The cloud-based contact center platform, 
powered by Five9, enables customer service 
representatives to be more effective on the 
phone so they can sell more and service 
customers better. The offering allows inbound 
and outbound calling, supports multichannel 
approaches that incorporate mobile, social, email 
and chat channels, and can be used in blended 
environments that may use a mix of outbound, 
inbound and multichannel communications.

Software perks include the Smart Dialer, 
which give reps more time with live prospects, 
Intelligent Routing to get calls to the right 
rep, and the On Screen Caller Info that puts 
customer information at reps’ fingertips. Also, 
all interactions are automatically logged into 

Broadvoice 
Adds Contact 
Center 
Capabilities to 
Portfolio

continues on page 8 ››
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create some legal issues. Risk reducing 
policies must be developed.
• Responsibilities: Does an employee 

using a device with corporate apps and 
data have a responsibility to protect the 
device? What if precautions are not taken 
to protect the device? 

• Rights: The legal rights of employees 
and organizations differ from country to 
country, so policy may have to be altered 
on a country-to-country basis.

• Liability: Who is liable for the loss of pri-
vate data when protocols are followed? 

• Privacy: What measures will a company 
take to protect the privacy of the employee?

• Look for the second part of this article 
where we will detail the next three essen-
tials for a successful BYOD policy. %
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often unreliable, it’s almost impossible for a 
CRM system to determine a consumer’s actual 
behavior.

However, predictive analytics software comes 
with a certain level of assumptions.  In this case, 
the assumption is the future will continue to be 
like the past. Often, however, behaviors change. 
That’s why it’s critical to have a system that can 
not only change with your customers but also 
learn and adapt to their new actions to make 
predictive calculations based on the past, present 
and future behaviors.

2. ENHANCING CUSTOMER 
RELATIONSHIPS
It’s very difficult to build a true customer 
relationship if you have no way of accessing 
and analyzing their prior behavior with your 
company.  Unfortunately, a CRM system cannot 
automatically track customer actions.  It relies 

SMITH continued from page 3

heavily on manual human interaction and 
cultivation relying heavily on the accuracy of 
a salesperson’s notes, which are often less than 
desirable.  

The most common use of predictive analytics 
is, in fact, to increase and improve customer 
relationships. The better you know your 
customer; the more sales you can ultimately 
make. Using sophisticated algorithms to reveal 
how your customer behaves allows you to also 
better communicate with your customer. For 
instance, isn’t it nice to hear your name when you 
walk in to your local coffee shop? Isn’t it nice that 
they already know what you’re drinking without 
you saying anything? On a larger scale, this is 
how predictive analytics enhance a company’s 
sales efforts. Many direct marketers have it 
figured it out, sending you offers in the mail that 
you are likely to actually want as opposed to the 
ones you consider junk. This is all done with 
predictive analytics. And, another great thing 
about predictive analytics data is that it doesn’t 
have to be “big” at all. In fact, sometimes the data 
can be just a small concentrated section of just a 
few hundred actions.

Check back next month for three more 
mission-critical reasons to integrate predictive 
analysis into your sales and marketing engine, 
whether or not you already have a CRM system 
in place. n

customers’ CRM systems, and a raft of reporting 
capabilities allow organizations to better monitor 
and manage their teams. Overall, the platform 
can boost team productivity by up to 300 percent.

“We could not be more excited to go live with 
our contact center solution,” said Jim Murphy, 
CEO, Broadvoice. “Contact center solutions 
are something that our channel partners and 
end users alike are demanding, and we knew 
that adding this to our portfolio would enhance 
opportunities for our partners to tap more value-
added sales.”

Broadvoice also has invested in extensive 
integration that allows its on-premise PBX 
offering and the cloud-based contact center 
platform to interconnect and effectively talk to 
each other. 

As a result, contact center users can transfer 
a call to a PBX user seamlessly, and vice versa. 
And, the interconnection allows all inbound and 
outbound traffic to be routed over the Broadvoice 
network, so that end users can take advantage 
of low international rates and other on-network 
benefits.

“This integration with Five9 allows our 
channel partners to sell both cloud services and 
the PBX together on the same bill,” said George 
Mitsopoulos, COO, Broadvoice. “This launch 
represents just one more way that Broadvoice 
gives our partners the tools and resources they 
need to solve their customers’ business challenges 
and grow their own opportunities at the same 
time.”

For more information on the Broadvoice 
Partner Program please call 866-634-1394, or 
visit www.broadvoice.biz/partners n

Broadvoice Adds Contact 
Center Capabilities to Portfolio
...continued from page 5
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Get the WebRTC Plugin
             for IE and Safari

Now IE and Safari users can get on board the WebRTC Revolution. Temasys offers you a plugin that
enables WebRTC on two of the world’s most widely distributed browsers, until now not WebRTC supported. 

Visit us today and let’s get started.

https://www.temasys.com.sg/solution/webrtc-plugin

Temasys is leading the innovation in real
time communications with a full stack
solution based on the new standard for
video, audio, and data interactivity,
Web Real Time Communications (WebRTC). 

 Let Softel take your enterprise to Skype
Sofia

A kiosk reception
solution exclusively

from Softel 

introducing
Microsoft Skype for Business integration with Active Directory, Unified Communication, 

Office 365, UCMA Application Development, Legacy Voice Systems, and Contact Center

Contact 
Centers 
Focus on TCO
*The following is an excerpt from Frost & 
Sullivan’s 2015 North American Contact 
Centers Price/Performance Value Leadership 
Award (http://tinyurl.com/h6hpr7a)

The North American contact center market 
is mature, with a plethora of suppliers of hosted 
and premise-based solutions. A thirty plus year 
history of innovation and change has created 
a confusing landscape of installed systems 
and applications in need of varying levels of 
upgrade and replacement. This bodes well for 
solution providers in the contact center market, 
but can be a difficult landscape for businesses 
to navigate.

Meanwhile, consumers are changing. Today 
they demand fast resolution to issues, prefer 
self-service over live agent assistance, and want 
to interact on their channel of choice even 
as they regularly switch choices throughout 
the day. This has created challenges for 
business owners, contact center managers, and 

C-level executives in charge of the Customer 
Experience.

Often, this variety of choices makes it 
difficult for enterprise decision makers to 
select a solution that best fits their budget and 
organizational needs. Companies are selective 
about the solutions they adopt and generally 
tend to adhere to a standard set of criteria when 
identifying suitable solutions. In turn, they are 
more receptive to adopting and implementing 
solutions that help them deliver services more 
quickly and efficiently without compromising 
on business standards, while at the same time 
helping them to maintain a low total cost of 
ownership (TCO). To simplify this process, 
solution providers should pay close attention to 
the needs of their customers and build tailored 
solutions so as to ensure favorable results.

The customer base for the contact center 
solutions market can be broadly segmented 
into three groups – Small to Medium 
Sized Businesses (SMB), Large Enterprises 
(Enterprise), and Service Providers. The top 
end of the marketplace is comprised of large 
telecom companies alongside business process 
outsourcers (BPOs) and specialist service 
providers. 

These companies are more focused on 
offering true hosted capabilities on a pay-as-
you-go or subscription basis. Most of their 
customers are migrating to the cloud to 

ensure agility and business continuity rather 
than exploring options on infrastructure 
replacement.

Many solution providers see companies 
operating in the small- and mid-market 
segments as potential candidates for generating 
new business. These companies are constantly 
on the look-out for technologically advanced 
solutions that better address their business 
challenges as they seek to stay ahead of their 
competition and offer their own customers 
a choice of means of contact. In addition, 
oftentimes multinational companies are turning 
to global telcos to take advantage of a consistent 
global offer.

Frost & Sullivan recently awarded Enghouse 
Interactive the 2015 North America and 
European Contact Center Price/Performance 
Value Leadership Award for its focus on their 
customers’ TCO in each business segment. 
Frost & Sullivan stated, “Enghouse Interactive 
is establishing itself as a flexible contact center 
solutions provider by offering the right solution 
within the right geography and with the right 
deployment method for the customer. It offers 
targeted contact center solutions specific 
to the needs of each of the aforementioned 
business segments, with a focus on ensuring 
its customers attain a positive return on 
investment (ROI) with lower total cost of 
ownership (TCO).” n

 Yeastar, a leading telecommunications 
manufacturer, announced the operational 
expansion into the United States with the 
opening of US Head Office in the “Telecom 
Corridor” of Dallas Texas. This new office will 
provide sales (and technical) support to our 
partners in the United States and Canada.

Dallas, the “Telecom Corridor” is the ideal 
location to base a center of operations from 
which to accelerate the growth of the Yeastar 
business. The opening of this center marks a 
first overseas facility for Yeastar and heralds the 
initial inward investment that Yeastar plans to 
make during 2016.

The USA operation will be headed by Stephen 
Corrigan, who has recently joined Yeastar from 
3CX, where he spent over 6 years as Sales 
Director responsible for building the worldwide 
sales team and global channel operations.

 Stephen is a well-known figure in the 
telecommunications sector, and brings a wealth 
of experience to Yeastar, having worked in 
leadership roles within the telecommunications 
and technology industries for over 35 years, 

Yeastar Opens 
US Head Office 
in Dallas

continues on page 10 ››
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Shopping around for a new  
wholesale VoIP provider? 

Let’s Chat...

For more information on the Free Trial,  

please scan the QR Code to visit our sign up page: 

voipinnovations.com 877.478.6471 

 Sign up today and a $5 CREDIT will be instantly added to your account.  

No Porting Fees
No Activation Fees

Act now as the offer expires May 31st
DIDs

Not a customer yet?

Sign up for a Free Trial today!

viguy.info/free-tr-april

telecomAprilAd.indd   1 3/1/2016   2:06:49 PM

The Benefactors of Propensity Scoring:
Marketing campaigns’ cost-to-benefit ratio 

effectiveness is transformed by precisely targeting 
customers who are likely to accept a cross-selling 
or upselling offer rather than the traditional and 
expensive broad-based blanket marketing. 

Fraud prevention is instituted during a 
telecommunications provider most vulnerable 
time - at Point of Sale (POS). Within seconds, 
scoring can immediately determine if a customer 
applying for services is a returning bad debt 
customer, fraudster, or credit risk. It’s critical to 
know right then how to move forward with the 
customer - by either denying service or offering 
an alternate plan. This type of fraud prevention 
translates in both maximizing revenue and 
minimizing risk. 

WHAT IS PROPENSITY SCORING?
Propensity scoring incorporates methods 

(identified below) to accommodate flaws in 
available empirical data missed by traditional 
techniques due to issues such as selection bias 
and confounding factors that could result in 
completely erroneous conclusions. By adjusting 
for sampling issues, noise or other limitations in 
available data, this technique yields significantly 
better results in predicting outcomes in real life 
scenarios. This overcomes issues with traditional 
methods such as regression adjustment to 
account for effects of confounding and data 
selection.

Propensity scoring on empirical data 
when enriched with customer, operational, 
geographic and vendor data allows for more of 
an accurate assessment of the desired outcome 
scores that rank-order every customer for any 
action of interest. When integrated with lateral 
information sources such as purchases and 
renewal history, propensity scoring combines and 

creates an analytical model to find the cause-
and-effect relationships by combining behavior 
patterns spread across multiple sources to create 
accurate predictions.

There are four common methods to achieve 
a propensity score, each providing a different 
way to summarize covariate data into unbiased 
information of value, including: 

Propensity score matching: Entails forming 
matched sets of behavior and untreated data that 
shares a similar value of the propensity score.

Stratification (or sub-classification) on the 
propensity score: Involves stratifying data 
into mutually exclusive subsets based on their 
estimated propensity score.

Inverse probability of treatment weighting 
(IPTW) using the propensity score: Uses weights 
based on the propensity score to create a sample 
in which the distribution of measured baseline 
covariates is independent of the behavior.

Covariate adjustment using the propensity 
score: When the outcome variable is regressed 
on an indicator variable denoting behavior status 
and the estimated propensity score.

Computing propensity scores on large datasets 
that are discontinuous and noisy with large 
number of covariates can be challenging. Genetic 
algorithms are well suited for such a class of 
problems due to their inherent robustness in 
complex fitness landscapes. The evolutionary 
nature of genetic algorithms and intrinsically 
parallel approach to optimization lends well 
to problems when solution space is vast for 
traditional algorithms. 

The use of a propensity scoring method using 
genetic algorithms for matching is most effective 
in capturing subtle behavioral influences on 
desirable outcomes in the telecommunications 
industry typically characterized by large and 
noisy data sets. It addresses the limitations with 
available empirical data and accurately detects 
the effects of covariates spread across varied data 
sources.

As a superior method for complex predictive 
modeling problems, propensity scores with 
genetic algorithms find applicability across a wide 
range of problems and can easily be retrained for 
specific populations and problem details.  New 
or specific models can be created using the same 
technology and drawing on experience across 
multiple industries. When paired with traditional 
regression models, or as a standalone analysis, 
propensity scoring provides a proven additional 
lift on the accuracy of scores generated.

HOW TO USE PROPENSITY 
SCORING

Propensity scoring can be a powerful tool in 
telecommunications when meshed into day-to-
day operations. That means as new information 
becomes available, scores are dynamically 

ALMIYA continued from page 3

helping companies and channels become 
successful.

Stephen Corrigan, Vice President of Sales - 
“This is an exciting time to be joining Yeastar. 
Yeastar has been manufacturing and providing 
telecommunications solutions to the global 
market for almost 10 years now, servicing over 
100,000 customers worldwide.

Yeastar solutions offer our partners great 
earnings potential with industry leading 
margins, and a three-year warranty as standard, 
which brings peace of mind.

Our new Dallas office will provide us the 
best of foundations to take Yeastar to the next 
level, and this base will support our partners to 
increase their revenues and profitability.

I look forward to welcoming both our existing 
and new partners to the exciting times that lie 
ahead of us!”.

CEO Quote - “First, I would like to welcome 
Stephen Corrigan to Yeastar. Stephen has 
extensive experience and a long and successful 
track record in the telecommunications industry 
and building successful channel operations. 
Stephen’s skills will strengthen the management 
team at Yeastar, particularly in the USA market.

The need for a USA office has become clear 
given the success of, and the continued demand, 
for Yeastar solutions. This is in no small part to 
the great work from our distribution partners

So, the opening of it is in answer to our 
partners needs and will drive Yeastar forward 
by supporting our partner network and helping 
them tobecome more successful.” n

More at www.yeastar.com 

Yeastar Opens US Head  
Office in Dallas
...continued from page 9
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ContactPro
certified for Avaya EMC 
certified for Avaya Interaction Center
certified for Avaya AES
Integrates easily with CRM
Avaya Presence Integration
Avaya EDP Integration for Video, Chat and CoBrowsing
Avaya POM for Outbound Management
WebReporter and Dashboard 

Meet the Experts 
cct-solutions.com

sales@cct-solutions.com

Omni Channel Agent Desktop

updated to provide telecoms real-time, actionable 
results, thus producing immediate business value 
and return on investments.

While traditional advanced analytics work 
utilizes limited data sets to segment populations 
based upon the likelihood that they will take a 
specific action, propensity scoring uses the right 
combination of technology, which produces 
better outcomes.

To help bring this to life, let’s consider 
customer lifecycle management. Everyone wants 
a better relationship with their customer. The 
propensity score could address each customer 
individually, for true segment-of-one marketing. 
It can rank-order every customer for any action 
that is of interest: paying, buying, renewing, or 
churning/loyalty, etc. Because customers are not 
static, the propensity score is updated throughout 
each customer’s lifecycle to incorporate the 
customer’s changing circumstances, as well as 
changes in external conditions. 

OUTCOMES TO EXPECT
Because propensity scoring is meshed into 

the day-to-day operations and always updated, 
telecoms can use it to determine the following 
customer criteria: 
l Propensity to introduce risk and fraud
l Propensity to buy new/different products/plan 
or expand existing services
l Propensity to stay or leave, churn
l Propensity to pay for services or clear bad debt
l Propensity for case or call volume increase

Propensity scoring can also help stop fraud 
before it occurs by rating the level of financial 
risk introduced by a customer or agent at the 
point of sale and proactively withholding those 
people from your network.

HOW TELECOM COMPANIES 
BENEFIT

Because propensity scoring, when done right, 
uses in-house data and third-party data - its 
sophisticated, unique predictive models can 
discover hidden relationships from information 
spread across diverse data sources. The right 
solution with the right models recognizes that 
not every customer, partner, or activity is the 
same. The same factors make people behave 
differently under different conditions. The result 
is dramatically better models of how people 
actually behave and the ability to effectively 
predict consumer behavior to the betterment of 
your business.

So next time you’re looking to go beyond 
customer upsells or cross-sells, and really looking 
to personalize your approach to the customer, 
increase revenue and increase productivity, 
try propensity scoring. The right technology 
will help uncover the right behaviors that are 
financially significant to your business.

*Austin & Mamdani, 2006; Rosenbaum, 1987a;
Rosenbaum & Rubin, 1983a n
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I f you have any doubt that technology tools 
like instant messaging and Web conferencing 
are engrained in today’s workplace 

collaboration, consider this: The Millennial 
generation were expected to surpass Baby 
Boomers in the workplace before the end of 
2015. Already, their numbers exceed those of 
Generation X, and by 2020 they will represent 

50 percent of the workforce.
What’s this got to do with technology 

and collaboration? As the first generation to 
grow up with computers, mobile phones and 
social media, Millennials are adept at digital 
interaction. Often called the “collaboration 

You’ve Got Millennial Employees All Wrong: Here 
are Their Four Preferred Collaboration Tools

ROBERTS
by Mark Roberts, CMO at 
ShoreTel (www.shoretel.com) 

ROBERTS continues on page 23 ››
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Upgrade your Router

Call ABP at 972-831-1600 to discuss your application.  www.DrayTekUSA.com

Voice QoS, Multi WAN Redundancy, Content Filter & Network Security

CLOUD continues on page 16 ››

 CASSIDY continues on page 21 ››

CLOUD
by Cora Cloud, Content 
Marketing Specialist at Digium, 
(www.digium.com)
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Upgrade your Router

Call ABP at 972-831-1600 to discuss your application.  www.DrayTekUSA.com

Voice QoS, Multi WAN Redundancy, Content Filter & Network Security

PATTERSON continues on page 21 ››

PATTERSON
By Pat Patterson, Director of
Services for Avaya

Demand for cloud services continues to 
surge, driven by corporations interested 
in so� ware � exibility and scalability. But 

how secure is the cloud? No surprise, analysts 
predict security products and cloud-based 
security services will be a nearly $9 billion market 
by 2019.

With recent high pro� le cyber-attacks at 
companies like Sony and U.S. government 
agencies, cloud security is in sharp focus.

As we said in August, the C-suite likes the 
cloud’s � exible OpEx model (o� en deployed as 
a subscription-based cloud service) but may not 
totally grasp the implications of adopting the 
cloud. � is can lead to well-founded (and not so 
well-founded) fears about the security of a cloud 
solution. As a result, many large companies are 
investing in the private cloud, while slowing their 
use of the public cloud.

According to one estimate, companies with 
more than 1,000 employees use an average 
of 1,154 cloud-based services, “ranging from 

12 Cloud Questions 
Every Company 
Should Ask Itself

The PCI Security Standards Council has 
established strict guidelines for companies 
that accept credit card payments, setting a 

host of developments into motion for industries 
that utilize contact centers—and consequently, 
for resellers of contact center solutions. PCI 
compliance mandates are rigorous, fees for non-
compliance can be debilitating, and there is little 
leniency being o� ered to violators. 

� e extent of organizations that are subject 
to PCI compliance is staggering. More than 12 
million businesses in the United States accept 
card-based payments, through online, mobile, 
and voice communications, and are therefore 
subject to PCI DSS (Data Security Standards) 
regulations. � is means the market base for 
companies who need to implement compliant 
contact center solutions is similarly wide-
reaching.  

PCI Compliance in 
the Contact Center:  
Don’t Let Your Clients 
Be Fooled into 
Complacency

MELENDEZ
by Will Melendez, 
Executive Vice President of 
Global Sales at Voice4Net 
(www.voice4net.com) 
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PATTERSON
By Pat Patterson, Director of
Services for Avaya

Demand for cloud services continues to 
surge, driven by corporations interested 
in so� ware � exibility and scalability. But 

how secure is the cloud? No surprise, analysts 
predict security products and cloud-based 
security services will be a nearly $9 billion market 
by 2019.

With recent high pro� le cyber-attacks at 
companies like Sony and U.S. government 
agencies, cloud security is in sharp focus.

As we said in August, the C-suite likes the 
cloud’s � exible OpEx model (o� en deployed as 
a subscription-based cloud service) but may not 
totally grasp the implications of adopting the 
cloud. � is can lead to well-founded (and not so 
well-founded) fears about the security of a cloud 
solution. As a result, many large companies are 
investing in the private cloud, while slowing their 
use of the public cloud.

According to one estimate, companies with 
more than 1,000 employees use an average 
of 1,154 cloud-based services, “ranging from 

12 Cloud Questions 
Every Company 
Should Ask Itself

The PCI Security Standards Council has 
established strict guidelines for companies 
that accept credit card payments, setting a 

host of developments into motion for industries 
that utilize contact centers—and consequently, 
for resellers of contact center solutions. PCI 
compliance mandates are rigorous, fees for non-
compliance can be debilitating, and there is little 
leniency being o� ered to violators. 

� e extent of organizations that are subject 
to PCI compliance is staggering. More than 12 
million businesses in the United States accept 
card-based payments, through online, mobile, 
and voice communications, and are therefore 
subject to PCI DSS (Data Security Standards) 
regulations. � is means the market base for 
companies who need to implement compliant 
contact center solutions is similarly wide-
reaching.  

PCI Compliance in 
the Contact Center:  
Don’t Let Your Clients 
Be Fooled into 
Complacency

MELENDEZ
by Will Melendez, 
Executive Vice President of 
Global Sales at Voice4Net 
(www.voice4net.com) 
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It’s no secret that business owners are always 
looking for ways to cut their monthly 
expenses. If you own or manage a business, 

there’s one area that has big savings potential 
that you may have overlooked – your business 
communications. Are you stuck with a legacy 
phone system that is bleeding you dry and needs 
to be replaced? Voice over IP (VoIP) can be a 
great option for your small or medium-sized 
business.

Typically, the primary reason businesses 
switch to VoIP is to save money. There are several 
potential cost savings in a VoIP system and 
particularly a hosted or cloud-based solution 
vs. traditional phone systems, some of which 
include:

Hardware: Most phone systems require an 
expensive up-front hardware cost. 

6 Ways VoIP 
Saves Your 
Business Money

Today’s attackers are becoming increasingly 
sophisticated, using advanced techniques to 
infiltrate a business’s environment. Unlike 

in the past when hackers primarily worked alone 
using “smash-and-grab” techniques, today’s 
attackers prefer to work in groups, with each 
member bringing his or her own expertise. With 
highly skilled players in place, these groups are 
able to approach infiltration in a much more 
regimented way, following a defined process that 
enables then to evade detection and achieve their 
ultimate goal: turning sensitive, valuable data into 
a profit. 

The proliferation of united communications 
technologies, such as VoIP have increased the 
amount of attack vectors within the telephony 
industry in particular, with hackers now able to 
undertake attacks through organisations phones 
to establish a connection with a victim’s computer 
and full access to their machine. With attackers 
ready to pounce on any business at any moment, 
how can businesses stay ahead and ensure their 
sensitive data remains safe? Most attacks follow 
a ‘process’ that identified attackers’ behaviours, 
ranging from researching, to launching an 

Knowing Your 
Attacker – A Guide 
to the Cyber Kill 
Chain: Part 1

CASSIDY
by Richard Cassidy, Technical 
Director – EMEA, (www.
alertlogic.com)

COLWELL
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You are the Service Provider

You should be in 
the driver’s seat.
VoIP Logic gives you the best platform 
using the leading technologies to run 
your Hosted PBX business.

Let us be your pit crew.   
We’ll leave the driving to you.
www.voiplogic.com

Control:
VoIP Logic allows you all of the control associated with facility 

ownership.  This allows you to adapt your offer, differentiate 

from your competition, evolve with the market, retain ownership 

of your customer data, add new services, features and devices, 

choose network and prioritize your technical objectives.

Flexibility:
VoIP Logic provides you the flexibility to determine your cost basis 

and the options which give your business a distinct advantage.  This 

flexibility puts the key decisions about choosing your network 
carriers, bandwidth access, devices, services, features, platform 
add-ons and external integrations in your hands.

• Identify and Act Upon Training Opportunities
• Comply With Legal Requirements
• Increase Efficiency and Performance

• Ensure High Customer Satisfaction

Make sure your agents have  
the business tools to leverage 
available information and  
do the job right.

Contact the communications recording  
and quality monitoring experts to get your 
free assessment at www.goserco.com or 
call 1-800-285-0108 and press 2 for sales.
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Upgrade your Router! 
Voice QoS, Multi WAN Redundancy, Content Filter and Network Security

Your company uses the Internet for everything. 
DrayTek routers combine two or more Internet links
to create a faster and more secure Internet. 
Content Filtering prevents loss of productivity and
unauthorized content from degrading bandwidth.unauthorized content from degrading bandwidth.

       . Faster data
       . Better voice
       . Redundant Internet and more security

Learn more at www.DrayTekUSA.com

Dual-WAN            QoS               Firewall         IPv6 Ready        Network                 VPN               Content                                                                                                     Management                                 Filtering        

Business Continuity

WAN 1

WAN 2

WAN 3

Vigor 2925n

www.abptech.com | sales@abptech.com | 972.831.1600

BUILD YOUR BUSINESS AND CAREER

CompTIA is the voice of the world’s information technology (IT) 
industry.  As a not-for-profit association who serves more than 60,000 
corporate IT channel members and registered users, we are 
committed to supporting the success of businesses across the IT 
channel by providing free access to tools, education, research, 
communities, events and training. 

Join today at CompTIA.org/register 

Insights
+Tools Advocacy

Events+
Training

Standards

Communities

GROWING IT BUSINESSES
AND CAREERSCOLWELL

By Timothy C. Colwell, SVP 
Efficiency First® Adoption – 
AOTMP (www.aotmp.com)

Ask the 
Telecom Pro
Q:   Are call detail records 

considered personally 
identifiable information?

A:   Telecom data may be 
considered personally identifiable 

information (PII), as call records 
can be used to identify specific call 
transactions, and many companies 
are including CDR and other telecom 
billing information in the set of PII data 
to be secured and protected.  This 
is particularly prevalent in regulated 
industries, such as healthcare and 
finance.  While telecom data is not 
specifically called out in PII regulations, 
it is advisable to treat the data in the 
same regard as other data required to 
be secured and kept confidential.

Q:  Are international telecom 
carriers required to provide 

detailed invoices?

A:  No.  Requirements for telecom 
carriers across the globe to 

provide detailed invoice information 
varies widely.  In the US, truth in billing 
regulations dictate that invoiced 
charges be itemized and available to 
charge level details, but the same rules 
do not apply across the globe.

The telecom expense management (TEM) 
industry was founded on the promise of 
cost savings.  In the late 80’s, cost savings 

were readily available through two primary 
channels of effort: (1) recovering identified 
invoice-to-contract compliance overcharges and 
(2) carrier contract negotiations with or without 
switching carriers.  These savings are certainly 
still available, but what happens to the ‘strategic’ 
savings value proposition when the environment 
is optimally managed and savings gains 
decline?  Identifying all facets of financial waste, 
recovering overcharges, reducing price points 
and optimizing service-to-cost performance is a 
best practice and should absolutely be an aspect 
of every telecom management practice, but is 
cost savings really a strategic business objective if 
it can’t be sustained?

Cost containment and ongoing expense 
management practices simply make good 
business sense.  Establishing formal business 
practices to control cost is essential, but sustained 
cost reduction (savings) in and of itself is not a 
strategic initiative.  In fact, cost saving represents 
short-term thinking that sets a precedent in the 
minds of business leaders not intimately aware 
of the strategic business value available from a 
comprehensive telecom management practice 
that leverages the goods and services of the 
telecom estate as business innovation and results 
acceleration enablers.

Managing the telecom estate to optimal 
technical, financial and operational standards 
is one goal of telecom management practices; 
this effort establishes telecom management as a 
Center of Excellence (CoE) within the business.  

Is Telecom Cost Savings Strategic?

Aside from the CoE efficiency benefits, telecom 
management practice leaders should target 
delivering business value that fuels bottom 
line business results – revenue, profit, market 
share and the like.  While cost reduction can 
contribute to business these results, leveraging 
the assets of the telecom estate to proactively 
drive business results through connectivity and 
communications is a much more compelling and 
sustainable telecom management strategy than 
generating marginal and limited cost savings 
opportunities. n
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From products to training, from installation services to excess purchasing, A1 Teletronics does it all.
We continue to redefine independent distribution within the telecommunications and networking channel 
through an unmatched dedication to quality and service. We’ll help you connect and communicate.

Higher Education + Technology = ACUTA

•  Professional networking at its best happens at the face-to-face 
events and via the listserv/community. We provide opportunities to connect 
with people who can help you succeed.

• High-quality education features presenters at seminars and 
conferences who are experts in the  eld. 

• Valuable publications bring critical information to you in a timely, 
pro-active way.

• Online resources give you access to solutions that will help you meet 
the needs of your campus faculty, staff, and students.

• Professional development opportunities abound at ACUTA, 
giving you experiences that will help you grow professionally and advance 
your career.

As a CIO, it is important for 
me to be a part of a group of 
people who strive to con  nually 
evolve as knowledgeable 
technology professionals.  
I know of no be  er organiza  on 
to be a part of than ACUTA.

Keith Fowlkes
Director of Informa� on Technology 

Services and CIO
Centre College

www.acuta.org 
Questions: Call Amy at (859) 278-3338.

Join Today!Connecting Campus IT Professionals with Ideas and Solutions

create some legal issues. Risk reducing 
policies must be developed.
• Responsibilities: Does an employee 

using a device with corporate apps and 
data have a responsibility to protect the 
device? What if precautions are not taken 
to protect the device? 

• Rights: The legal rights of employees 
and organizations differ from country to 
country, so policy may have to be altered 
on a country-to-country basis.

• Liability: Who is liable for the loss of pri-
vate data when protocols are followed? 

• Privacy: What measures will a company 
take to protect the privacy of the employee?

• Look for the second part of this article 
where we will detail the next three essen-
tials for a successful BYOD policy. %

With a traditional phone system, if your 
company needs an auto attendant, you have to 
purchase auto attendant hardware and pay for 
installation. Additionally, if you need to add a 
second auto attendant to another location, you 
are forced to purchase additional hardware. With 
VoIP, you have complete freedom to change or 
update your system in real time, without any 
extra purchases or installation. Add users or 
phones instantly, update IVRs, route calls to 
any location, all without any added expense or 
hardware.

Maintenance: Just like any other machine, 
phone system hardware can fail, and when it 
does, the downtime can cost your company 
thousands. If you deploy VoIP in the cloud, 
you can easily eliminate worrisome hardware 
failures, and other maintenance issues that 

CLOUD continued from page 13

result in lost revenue. Also, older phone systems 
have parts that are becoming very expensive to 
purchase, and hard to come by. Add on top of 
that the cost of a technical expert to maintain the 
system, and you have one very expensive way 
of communicating. Keep in mind that because 
companies aren’t making the old phone systems 
anymore, the people that know how to maintain 
them are becoming scarce, so their services 
are becoming more expensive. This will only 
continue to go up in cost over the years as more 
businesses switch to VoIP solutions.

Calling Fees: Since IP telephony connects 
calls over the Internet, businesses using VoIP 
avoid paying any long distance or interstate 
fees. Moreover, international calls can be made 
at half the cost of traditional landline-based 
communications.

Free Upgrades: As with many forms of 
technology, phone systems require periodic 
updates, which are your responsibility if you 
have a traditional phone system. With VoIP, the 
upgrades are covered by your provider, and you 
should always have access to top-of-the-line 
equipment.

Mobility: Traditional landline phones keep 
you tethered to your desk for fear of missing an 
important phone call. If you need to move offices, 
whether across the hall or across town, you have 
to manually reroute your phone number to your 
new location. With VoIP, your number represents 
your account, not your physical location, so it 
travels with you wherever you go. As long as 
you have an IP connection at your new location, 
a VoIP system recognizes it as a handset and 
you are good to go. VoIP takes mobility a step 
further by utilizing smartphone apps, making 
your mobile phone an extension of your network, 
which allows you to take business calls on your 
smartphone no matter where you are.

Advanced Features: Majority of VoIP providers 
offer advanced features that can help small to 
mid-sized businesses appear larger and well 
established, at no additional cost. Features such 
as auto-assistant, call routing, music on hold, 
presence, find-me-follow-me, and many others 
help smaller businesses appear more professional 
and capable of exceptional customer service, 
which always increases business. n

As Prepared for Delivery at GnoviCon 2016, 
Georgetown University, Washington, D.C.
March 21, 2016

Good afternoon.
I hope your NCAA brackets are in better shape 

than mine.
It’s great to be at Georgetown – and I’m not 

just saying that because I live a few blocks from 
here making today my easiest commute ever.

Thank you for inviting me to be a part of 
gnovis’s annual spring conference.

I’m honored to be a part of today’s discussion 
about the future of the Internet, and government’s 
role in maximizing the benefits of ubiquitous, 
high-speed connectivity.

I saw that your invitation for this conference 
used the anniversary of the FCC’s net neutrality 
rules as the frame for teeing up today’s 
conversation, so I’ll start my remarks there. But I 
want to spend the bulk of my time talking about 
a related initiative: my new proposal to enhance 
the privacy of broadband users.

To start off, it’s important to lay out a few 
baseline facts that inform our regulatory 
approach at the FCC.

First, in the United States we rely almost 

Remarks of FCC 
Chairman Tom Wheeler

Continues on page 21 ››
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Your WebRTC Tool Kit

SkylinkJS Javascript SDK for WebRTC
enabled Web Applications

•  Easy to use and scale
•  Works on Desktop and Mobile Browsers
•  Improved audio performance when compared
   to mobile browser implementations
•  Enhanced performance due to direct hardware
   access to features such as VP8 acceleration
• Improved audio performance when compared to
   mobile browser implementations
• No dependency on any on-device browser or web-view
• Easy to implement and use
• Powered by the Temasys Skylink Platform

communications solutions, on the 
integration of the SIPPO WebRTC 
Application Controller with GENBAND’s 
SPiDR™ WebRTC Gateway solution. These 
newly combined solutions, which build on 
the successful integration and deployment 
of GENBAND and QUOBIS solutions in a 
wide range of ecosystems, will allow the 

two organizations to address the growing 
demand of service providers and enterprises 
for real-time embedded communications.

GENBAND’s SPiDR WebRTC Gateway 
is designed to enable the addition of high 
quality communications across a range 
of web, telecommunications and other 
applications. The SPiDR solution allows 
service providers to leverage advanced 
communications services including video, 
voice, presence, shared address book, call 
history, instant messaging and collaboration 
that are embedded natively in applications. 
The market-leading WebRTC Gateway offers 

a richer, more immersive communications 
experience than any other product currently 
on the market. “GENBAND has carved out 
a distinctive leadership position in WebRTC 
through our SPiDR WebRTC Gateway 
and Kandy communications platform,” 

for GENBAND. “Working with QUOBIS 
to bring to market powerful WebRTC 
solutions will further help our customers 
create revenue-generating opportunities 
in the expanding web communications 
ecosystem.”

QUOBIS has already successfully tested 

WebRTC applications in numerous vertical 
markets, helping their customers achieve 
revenue-generating use cases. One example 
of a successful vertical market application 
is the combination of the SIPPO Web 
Collaborator and SIPPO Click-to-Call with 
the GENBAND SPiDR WebRTC Gateway. 
The seamless integration of the two solutions 
using REST API web services leverages the 
SIPPO WebRTC Application Controller, 
which provides an ORCA.js compatible 
API for application developers, and the 
SPiDR WebRTC Gateway to mitigate all 
the potential complexities of WebRTC 
implementations and quickly enable 
applications to be developed and run on 
different devices, browsers and network 
environments.

SIPPO WebRTC Application Controller 
(WAC) is a new product category that 
manages WebRTC applications, providing 
seamless integration with existing OSS 
and BSS in NGN and IMS architectures. 
SIPPO WAC is fully compliant with the 
3GPP architecture and includes a number 
of advanced functionalities including 
identity management, user provisioning, 
synchronized contact and address book 
management, policy control, security 
control, statistics and integration with a 
variety of existing OSS/BSS elements in the 
enterprise or service provider networks.

“It’s all about managing the complexity 
of integrating the telco world into web 
applications,” says Iago Soto, QUOBIS 
Chief Marketing Offi cer. “SIPPO’s WebRTC 
solution is currently being trialed by more 
than 100 service providers and enterprises 
around the world. Teaming with GENBAND 
allows us to address the demands 
of customers who want a complete, 
seamless solution for real Web-based fi eld 
deployments of next generation real time 
communication services.”

About GENBAND
FROM THE CORE TO THE EDGE TO THE 
EXPERIENCETM, GENBAND is a global 
leader in smart networking solutions for 
service providers and enterprises in over 
80 countries. The company’s technology 
improves IP networks by making them more 
scalable, secure, profi table and effi cient. 
GENBAND’s market-leading technology 
supports multimedia voice, data and 
video sessions and fi xed-mobile unifi ed 
communications applications that scale 
on public and private networks. With a 
fl exible, cloud-ready platform, GENBAND’s 
IMS, edge and application solutions help 
its customers compete effectively by 
increasing revenues, improving profi tability, 
and attracting and retaining customers. To 
learn more, visit us on the web at www.
GENBAND.com.

About QUOBIS
QUOBIS is a leading European company 
in the delivery of carrier-class unifi ed 
communication solutions with a special 
focus on security, interoperability and 
identity management for service providers 
and enterprises. QUOBIS is headquartered 
in Vigo, Spain with partners throughout 
the world. QUOBIS is well-known as 
one of the leaders in the standardization 
and deployment of WebRTC technology 
after being involved in the industry-fi rsts 
implementations and Proof of Concepts in 
more than 30 countries. More information 
can be found online at 
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The Snom 760 phone addresses 
o�ce users that require 
excellent audio, PBX-style keys, 
and rich visual information. 
It combines a state-of-the-art 
hardware with the proven 
snom SIP software.

O�ce  Excellence

The D715 provides high-speed 
connectivity thanks to its 
Gigabit Ethernet switch. 
The USB port on the D715 
enables greater �exibility 
and functionality for the
use of USB headsets, the D7 
Expansion module, or WiFi.

O�ce High Speed O�ce Mobility

German Engineered, First in VoIP
snom.com
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PA1



March/April 2016 Telecom Reseller           19 

O�ce High Speed O�ce Mobility

The audio control system 
Snom PA1 augments your ex-
isting SIP PBX with another 
component of modern com-
munication. The Snom PA1 
unites the functions of a 
telephone with a high-
performance digital 
ampli�er for broadcasting 
announcements and supply-
ing background music to as-
signed rooms, hallways, and 
o�ce �oors.

Public Announcement
System

DECT technology 
enables mobility at 
the o�ce.  The M700 
base station is ideal 
for companies re-
quiring wireless 
coverage across 
several �oors or 
throughout large 
buildings. 

760 D715
M325

M65

M700

PA1
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Nortel users...

Feeling Abandoned?
Don’t worry! 
We’ve got your back.
In fact, InfoPlus has helped more than 40,000 enterprise 
organizations take total control of their Nortel systems.

• Expert configuration reporting and analysis
• Targeted recommendations for system optimization
• Traffic Studies
• Security Audits
• System Backup
• Lifecycle reporting

No hardware.  No software.  No hassle.

So talk to InfoPlus and see how we can
transform your Nortel data into action.

Nobody does Nortel better than InfoPlus.

InfoPlus®
160 Summit Avenue, Suite 102
Montvale, NJ 07645

(201) 746-7200
sales@infoplusonline.com
www.infoplusonline.com
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Four Network of the Future conference tracks
Who attends  

TIA’s Network  
of the Future?

Network service 
providers

Network operators
Carriers 

Wireless carriers 
and cable operators

Private network 
developers and 

operators
Technology buyers 

and suppliers
Government 
policymakers
Cybersecurity 

specialists
Analysts

attack and ultimately to data exfiltration: this is 
articulated as the “Cyber Kill Chain”

The Cyber Kill Chain® was developed by 
Lockheed Martin’s Computer Incident Response 
Team and describes the different stages of an 
attack, from initial reconnaissance to objective 
completion. This representation of the attack 
flow has been widely adopted by organisations 
to help them approach their defence strategies in 
the same way attackers approach infiltrating their 
businesses. As malicious activity continues to 
threaten sensitive data—whether it is personal data 
or company sensitive data—one certainty remains: 
Attackers will continue to exploit weakness to 
infiltrate systems and extract data that they can 
turn into money. The best opportunity to get 
ahead of the hacker is to understand the steps he 

will go through, his motivations and techniques, 
and a security strategy around it.

In order to better understand this process 
and how attacks operate, the following example 
outlines an attack, categorising each attack activity 
in the context of the Kill Chain. The company in 
the example could be any company – from large 
corporations with global offices, to online retail 
businesses, or SMBs. With hackers looking for 
valuable data that could net a sizeable profit from 
its sale in the cyber underground, no organisation 
is immune to being a target. 

STEP 1: IDENTIFY AND RECON: The first 
step attackers usually take is to identify members 
of staff within the organisation and the best 
attack vectors to utilise. This is done by scanning 

CASSIDY continued from page 13 organisations public facing websites and gathering 
as much information about the sites as possible, 
while simultaneously performing scans against the 
internal networks. Through this they are looking 
for any possible vulnerabilities and/or holes 
in the perimeter protection. They can also use 
popular social media networks such as Facebook, 
Twitter and LinkedIn, to learn as much about the 
organisations employees, partners, suppliers, and 
employees’ family and friends as possible for the 
purpose of social engineering. This process can 
take several months but afterwards attacks will 
have identified multiple potential entry points into 
the targeted organisations network and is now 
primed to initiate their attack.

STEP 2: INITIAL ATTACK: Using several 
attack vectors, potentially deployed from 
different regions of the world to throw off their 
scent, attackers will attempt to gain access 

to an organisations network. Based on their 
reconnaissance findings they will attempt to 
execute a targeted and sophisticated attack, as 
well as distribute malware via phishing emails and 
social engineering with the intent of misleading an 
employee to click a link that permits the malware 
to enter the network. 

Finally, the attacks will use brute force attacks 
to gain access to the network. Using different IP 
addresses and a significant number of computers, 
the hackers will kick off an automated dictionary 
attack and after only a few short days, their 
campaign could be successful, with malware is 
installed on the victim’s computer.

Next month in Part 2 we continue to explore 
the final steps in the Cyber Kill Chain, including 
Command and Control, Discover and Spread, and 
Extract and Exfiltrate, as well as how organisations 
can use this knowledge to stop attackers from 
compromising their systems. n

exclusively on private industry to build out and 
constantly upgrade our wired and wireless 
broadband infrastructure.

Yes, the federal government subsidizes 
broadband investment in remote rural areas, 
and some community leaders that believe the 
broadband competition is lacking have launched 
their own municipal broadband projects.

But, for the most part, if we want world-class 
broadband networks in America – and we most 
definitely do – we will need billions in private 
network investment year after year.

Second, we believe competition is the 
most effective tool for driving investment and 
innovation, while protecting consumer interests. 
Competitive markets produce better outcomes 
than highly regulated markets.  That’s why 
we must protect competition where it exists, 
and promote competition where it may not be 
fulsome.

Third, the open Internet drives the American 
economy and serves, every day, as a critical tool 
for citizens to conduct commerce, communicate, 
educate, entertain, and engage in the world 
around them. The benefits of the open Internet 
are undisputed, and it must remain open.

Starting from that baseline, we felt it was 
critical that the Commission adopt enforceable 
net neutrality rules a year ago.

The Internet’s open design is what enables 
innovation from anyone, anywhere without 
anyone else’s permission. It has allowed 
inventors in dorm rooms and garages to launch 
start-ups that became world-leading companies. 
The challenge becomes how do you protect that 
openness when, as the D.C. Circuit Court has 
observed, broadband providers have the ability 
and the incentives to degrade or favor some 
content over others.

After a year-long process that generated 
more than 4 million public comments, the 
Commission adopted bright line Open Internet 
protections that ban blocking, throttling, and 
paid prioritization. Because technology and 
innovation are constantly evolving, we also 
established a general conduct rule that can 
be used to stop new and novel threats to the 
Internet.

Remarks of FCC Chairman Tom 
Wheeler
...continued from page 16
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Nortel Notes
RUFFIN
Phil Ruffin

generation,” they value a business culture that 
focuses on teamwork.

While they may be much-maligned as self-
centered and unfocused, Millennials are not only 
poised to take over the workplace, they’re already 
moving into leadership positions. As they do, 
they’re bringing with them preferences for tools 
that make communication and collaboration 
easier and faster.

While in-person interaction is still the favored 
method of communication, a significant number 
of Millennials prefer to work collaboratively 
through digital channels. In one study (http://
tinyurl.com/p8dxo3g), PwC found that 41 
percent preferred electronic communications 
over face-to-face conversations. While a Network 
Computing survey (http://tinyurl.com/h2o43rw) 
said that 40 percent favored online meetings over 
in-person sessions.

Yet 71 percent of Millennials also expressed 
dissatisfaction with the collaboration tools 
their employers offer, according to Network 
Computing. This was notably higher than the 45 

percent of Baby Boomers who felt the same way.
What collaboration tools do they prefer?
Mobile Phones. Smartphone ownership among 

Millennials is nearly ubiquitous, with 86 percent 
of 18- to 29-year-olds owning one in 2015, 
according to Pew Research Center (http://tinyurl.
com/q2lt5ou). Network Computing found that 
32 percent of Millennials use their mobile devices 
for collaboration, compared to 23 percent of Baby 
Boomers.

Chat and Messaging. While more than a third 
of Baby Boomers find chat or texting to be the 
least effective forms of collaboration, Millennials 
clearly have a different view. 

Nearly half told Network Computing that 
they prefer using chat or text messaging when 
communicating with coworkers, vendors or 
partners.

Document Sharing. Millennials are adept 
at using services such as Google Docs or 
Dropbox. They expect to work with systems that 
enable them to access and share documents, 
presentations and spreadsheets from anywhere 

and any device.
Web Conferencing. As a generation raised on 

FaceTime, collaborating with Web conferencing 
technology is natural to them.

One of the most defining features of this 
generation is its ability to multitask. Although 
the concept of multitasking is somewhat 
controversial, some studies suggest (http://
tinyurl.com/hbcuvnh) that the brain is being 
rewired, and Millennial habits are helping that 
happen.

Whether true or not, it’s clear that Millennials 
find it easier than previous generations to shift 
between tasks quickly – or even manage several 
simultaneously. In the workplace, businesses can 
play to this strength by providing well-integrated 
collaboration tools on a unified communications 
platform.

In summary, expect this generation to be more 
demanding about the technology and tools their 
employers offer. Businesses who want to attract 
Millennial talent should be ready to invest in the 
collaboration tools that they love. n

ROBERTS continued from page  11

While they may be much-maligned

as self-centered and unfocused,

Millennials are not only poised to

take over the workplace, they’re

already moving into leadership

positions. As they do, they’re

bringing with them preferences for

tools that make communication

andcollaboration easier and faster.

Q:In one department they have a group 
number that appears on several 

phones and when it rings one of them should 
answer it. If they don’t answer I have it 
going to a voice mailbox and I have external 
message lights programmed on all the phones 
so they all know to check the voicemail. The 
problem is that they are asking me to make 
the messages light the red light on phones, not 
just the triangle on the button. Is there a way 
to make it light the red light?

A:Yes, you can do that simply. For any of 
the phones that need to light the red 

lamp for messages in both the user’s mailbox 
and the group mailbox, set MWA and LMPX in 
the CLS. Sounds like no big deal, right? It’s great 
except for this little quirk. A message in either of 
the mailboxes (the user’s mailbox or the group 
mailbox) will light the red indicator. Listening 
to the message in either of the mailboxes (again, 
the user’s mailbox or the group mailbox) will 
turn off the lamp. Here’s the kicker: they may 
BOTH have a message (or messages) and when 
the user listens to one, the red indicator will 
extinguish. That means there could still be an 
urgent message left in the mailbox and the user 
doesn’t know it. The answer, then, is to check 
both mailboxes any time the red light comes on. 
Right?

No, there’s one more caveat. Whenever the 
red light comes on, look at the XMWK key to 
see if the triangle is flashing. If it is, the user 
should check both mailboxes. If it is not, the 
message will only be on the personal voicemail, 
not the group.

If that’s too confusing for the user, just have 
them check both mailboxes any time the light 

comes on. They will forget usually, so write it 
down and remind them when it gets confusing.

Q:Our ACD agents have personal 
extensions in addition to the regular 

ACD keys. They complain that when a call 
comes in on their personal lines, pressing 
the Headset key doesn’t answer the call. They 
think there’s a way to make it work.

A:Yes, there are a few little programming 
details I like to add to make it nicer 

for ACD agents. That’s one of them: Incoming 
Ringing Line Preference Allowed. Just add IRA 
to the CLS. Another is OLA: Outgoing Line 
Preference Allowed. It lets them use the Headset 
button for making a call out on a personal line. 
For these to work properly, you’ll also need 
to set LPK to the highest numbered key with 
an extension you want to include in the line 
selection.

Still another enhancement is DNDD. When 
combined with TDD, it allows the phone to 
display the calling party’s name and number 
when the call has been forwarded or hunts up 
the keys.

DEAR READERS,
I’m sure you all back up your systems regularly. 
In fact, you probably have it all automated so 
you don’t even have to think about it. Here’s a 
suggestion, though, that I was taught by a co-
worker some years ago. 

Once a month, or as often as seems logical 
for your system(s), make a text file of your 
TNs. Just use whatever terminal program you 
normally use to connect to the system, and save 
a full print of the stations and trunks. File it 
away on your hard drive and remember where 
it is. 

There will be times when you want to 
know what was on that TN, or who had that 
extension, or who knows what. You’ll be able to 
pull up the complete list from that month and 
do a quick “Find” for that all-important little 
detail. It will more than come in handy. It can 
make you the hero. Try it! n

HELP WANTED
Bristol Capital, Inc., Montvale NJ

Job Title: Managing Engineer/Avaya  
Subject Matter Expert

Job Description:
A telecommunications software firm in northern New Jersey is looking for 
an Avaya Subject Matter Expert to fill a management position directing the 
design, production, and quality of consultative services for the Avaya Aura, 
CS1000, and IP Office platforms.  Candidate will:
 
• Work closely with both in-house development and sales teams, as well as 
Avaya Partners and end-users, to conceive future development opportunities, 
continually refine existing offerings, and ensure their accuracy

• Lead a small team of production associates, managing remote access to 
customers’ systems and the generation of our service offerings

• Be responsible for occasional consultative reviews of our services with 
Partners and end-users

Detailed and extensive Avaya product domain knowledge is a requirement, 
and real-world experience with system design, installation, and maintenance 
is highly desirable.  On-site lab systems are at your full disposal for diag-
nostic and educational purposes.  Candidate must be detail-oriented, have 
excellent communication skills, and be able to fully understand manufacturer 
documentation to independently learn new concepts and technologies.  5+ 
years of experience working with Avaya Aura, CS1000 and/or IP Office is 
expected, including Avaya Professional Credential Program certifications. 

Avaya Professional Credentials for applicable products (ACSS, ACIS, ASPS, 
etc.) are a must. Candidates without Avaya Professional Credentials will not 
be considered.

Come join our team of highly-dedicated individuals creating some of the most 
well-respected, insightful services available in the industry today.
We’ve made a difference over 25 years and still counting…

Compensation: Salary BOE
Medical, paid time off, 401(k)

To Apply: 
Contact HR@infoplusonline.com
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