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lecommunications services and products are
going through the same kind of rapid change and
development experienced in the PC industry 4
vear or wo ago. In large part, these changes ae
driven by the soaring populasity of the Internet
and the increased capabilities of cormputers — a
need for speed has forced the issue of upgraded
telephone wires to the fore, and the popularity of e-mail
and Web-based information have created a demand for
connection options.

Some have claimed that we are approaching commu-
nication overload, but even if that is true — especially if
it is true — businesses and individuals will continue to
seek new ways to manage this very important aspect of
doing business today.

Choosing a telephone
service provider

The New Hampshire Public Utilities Commission Web
site has a 14-page document listing the tefephone com-
panies authorized to provide service in New Hampshire,
While many of these companies don’t appear 1o be active
in the state, almost everyone has received 2 mind-numb-
ing array of offers, especially from some of the larger
long-distance service providers.

How do you choose telephone service? The Federal
Communications Commission Web site offers some good
advice:

sAnalyze your calling paiterns. When and where you
call will form the basis for 2 comparison befween services.
Plans are usually day/night/weekend or peak/offipezk.
Understand how those are defined by various plans,

& Check for hidden costs. 'The price per mirute ofien
isn't the only fee. Some services charge monthly feas or
surcharges. Minimuim charges can be expensive, too, if
you make a lot of short calls or leave messages frequent-
ty. Watch out for rates that escalate sharply after 2 certain
number of minutes.

e Ask your present providers about prometions, deals

or-new services they may be offering. Unfortmately, a4

company’s customers are often: the last 1o know about spe-
cial rates or calling plans.

e Check for restrictions. Some special rates and plans
are limited to certain times of the day or days of the week.
Do the deals apply to every call or just those you miake in-
state or out-of-state? When does the deal expire?

e Compare your options, using apples and apples as
much as possible. Software is Amlable for example
CallSense, $9.95, at wy com. Web sites
with rate comparison calculators include wrabell
tollscom and sawtrac.org,

e You should investigate your long-distance options at
feast once 4 vear; more often if your business has high
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Should you cut the cord?

A growing number of people natiorwide — about 5
percent of wireless customers — are using their cells
phones exciusively. Mobiie phones offer certain advan-
tages, and the trend toward lower prices and plan variety
has caused many to reach the point where convenience
and affordability converge. One of the last barriers —
being charged for incoming calls — may soon he
addressed, 4s it has been in Furope.

Advantages of going wireless: If you already
use wireless services, you are probably the best candidate
to complete the transition. Many people find that they use
their cellular phone af home; in fact, the percentage that
do has doubled in the past two years, according 1o a study
by The Yankee Group. uﬂer often will use your oel!
number hecause they assume that you are near your
phone and it saves them having to call several nurmbers
to fird you. You also wor’t have to check multiple voice
mails.

Wireless offers you the option of giving out enly one
tefephone numiber. Ifexpecting an important call, you are
1ot tied to the house or office. Most packages come with
voice mail, caller 1D, call forwarding and call waiting, so
you get the convenience of those serviees without extra
fees. In order to save the most, make sure your service
package gives you sufficient coverage and time.

Bisadventages of going wireless: Next to
being chiarged for incoming calls, the most serious draw-
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ba,ck of using wireless for your primaty phone is that cefl

phone numbers are not fisted in telephone directories. If
you own a business, that could be a major problem. you
talk a lot, the cost could be prohibitive, too. Be sure the
plan you choose meets your needs. And make sure that
the phone works in alf the places you are going to use i
— like muost of the rooms in your home. Reception can
be poor in hasernents and in certain interior rooms,
depending on construction. You will still need telephone
service for a modem, foo.

{nified messaging
one box for 2l vour mail

You'ne out of town and you need o check your mes-
sages. What do vou do? Call your office for voice mails,

then log on to the Inernet to check your e-mail, asum-

ral A, Osgood

ew Hampshire is rich with 2 telecommunications

infrastructure for all business sizes and peeds.
With the right telecommunication systern, husi-
¢ nesses can take full advantage of all kinds of pro-
ductmtv—enhmlcmg telecommunication products and
services. This includes cost-effective telephone systems,
efficient access to the Internet and robust local area
networks, just o name a few; The key for sticoess in tak-
ing advantage of these technologies in the new econo-
my is knowing what resources exist, how to choose
between them and where'to £0 to acoess thent.

The Knowledge Institute unlocks the door to these
otherwise overwhelming and often confusing choices.
In collaboration with Verizon, business professionals
can now make more informed decisions about their
telecommunication needs at the Business Utility Zone
Gateway (wwwBUZGateorg), an Internet-based
resousce community for small businesses. Upon enter-
ing the community, visitors may select from @ variety of
fme and low-cost business assistance services. For
telecornmunications, click on the BUZ Experts button
and then select telecom. This path will open up a Web
page that presents information about what telecom-
muication infrastractures exist, where they are avail-
able and whom o contact for product and/or service
delivery in the state of New Hampshire,

hs a further self-learning toof users may click on a
telecom matrix option, w hich wil apen up a Web page
that provides a breskdown of telecommumication
options by type of service and technology, features and

People will continue to seek new
tays to manage such an important
aspect of doing business today

ing you have access to a computer. You find out an impor-
tant fax came in, and vou have to figure out how to get it
forwarded to you. Unified messaging is 4 service that uses
new technotogy to address this situation. It lets you acoess
voice mail, e-mail and fases from 2 telephone and from
a Web browser, all in one mailbox.

How 8 works: A unified messaging service, free to
$50 per month, sets you up with 4 telephone number,
either an 800 or a local number, which operates as your
voice and fax number, and an e-mail address. You can
call your account fo refrieve voice, e-mail and faxes, or
you can log on to the service provider's Web site to read e-
mail and faxes and listen to voice mail. You also can reply
by telephione to e-mails and faxes through speech-to-text
sofiware.

Services vary in the features they offer, but most offer
call forwarding, so telephone calls can follow you, and e-
mail forwarding, so your existing e-mail accounts can
funnel into the unified account. A key feature for cell
phone users is the ability o use voice commands rather
than the keypad to navigate the mailbox. Some don’t
offer faxing, such as the free service fust launched by
Yahoo! Mail. A PC Magazine review (July 1999) sated
Portico, Webley and Jfax.com as services worth checking
info. Those are just three of dozens of independent ser-
vices springing up.

Industry analysts believe that after a slow start, unified
messaging is about to take off. Ovum, an independent
research company, predicts that unified messaging mail-
boxes worldwide will grow from 850,000 in 1997 10 95
miflion in 2003. The Internationzl Engineering
Consortium says that the service, now used mainly by
companies with 500 to 3,000 employees, will sweep the
small business and household segment by 2003, This
market penetration will be driven by the increasing con-
vergence of traditional and TP telephony, networks and
applications.

The first unified messaging services were more the
tinking of separate platforms — voice and e-mail —
rather than the true integration that is oocurring now
Yahoo!'s entrance into the market signals the beginning
of large-scdle deployment of the technology. Lock for
offerings from dominant portals, Internet servicepe

benefits, pros and cons and system requirements. Types
of telecom services listed include phone lines, Internet
access, Web hosting, phone systems and various types
of networking options. Service options are further bro-
ken down fo include such technologies as analogue or
digital, ISDN or broadband, dial-up, DSL or
cable/modem Internet access and local ares network-
ing or wide area networking.

For those unfamiliar with some of the telecommu-
nications terminology, drop-down menus are available
to provide userfriendly definitions simply by clicking
on aspecific word. A final and important component in
the matrix s direct access linkages to the various
resource providers, either by e-matl or to a deep fink
within a resource provider's Web site to learn more
about a specific product or service. Other communica-
tior: venies provided for contacting resotirce providers
include “snail mail” or by telephone.

In staying competitive in today’s rapidly changing
husiness environment, businesses must avail them-
selves of labor- and business-enhancing technologies.
Unfortunately, all too often these technologies are con-
fusingly complex and so extrenely difficult to under-
stand, evaluate and use. BUZGate helps to make it pos-
sible to achieve the esséntial benefits inherent in these
products and services, B

Deboral Osgood is an entretweneur, sirasegic
comsudiant and Web developer with internationad
esperterice in business developrent and markeiing.
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providers, and tefephone companies.
gadget do it all? The mating
of wireless devices and cell phones

How far can gadgets go in enabling the most mun-
dane acts of daily life? Coca-Cola has just inked 2 deal to
install modems in vending machines so consuners can
“dial 4 Coke” with their cell phones. Coca-Cola and other
companies are betting that cell phones are becoming
standard equipment, and people will be willing to use
them for more than making phone calls. Some believe
the technology will leapfrog the cebit-like srnart card.
IDC, a research group, predicts tha cell phone subscribers
worldwide will reach 500 million by 2002, and cell phone
sales will excead PC sales by 2004,

Checking e-mail and accessing the Web from any-
where has become indispensable for some people, and
again companies are betting that this need will grow
Through unified messaging, a cell phone can check e-
mail and get some Web content, but its tiny screen is inad-
eguate for viewing much text. Personal digital assistants
{PDAs) provide wireless access to the Internet, but thus far
have often: been slow, expensive and able o view only
selected Web content. Attached modems can remedy some
of this, but they have been bulky and expensive, Creators
of wireless devices face several challenges: providing ade-
quate display screens without adding too much bulk o
weight; the mishmash of often incompatible and spotty
wireless services; slow data transmission rates; and Web
viewing protocols that are incompatible with HTML, the
langnage used for most Web pages.

New devices and technologies that address these issues
are forthcorning, from both celt phone and PDA equip-
ment providers:

e The Sprint TP3000 cell phone can receive and dis-
pay e-mail — on a decent-sized, clear screen — and
has 2 calendar, address book and “to do” list built in.
Toons and 4 stylus, like those on Palm Pilots, are used to
navigate.

© Visor, by Handspring, is 2 PDA with an expansion
slof to accommodate 4 wireless modem or 2 phone
aitachment, both of which attach nicely to the device.

Ricochet is a proprietary wireless system that can defiv-
er up to 128-kbps. So far it is avaik fable only in select cities,
as deployment involves hanging equipment from tele-
phone poles. Ricochet modems are planned for the Visor

e Bluetooth is shot-range wirless echnology It
allows information «;hdMg between cell phones, PDAs
and computers anc replaces cable conpections.

Optional services can make life easier

Telenhone service has-come 2 lorg way over the past - -

few years 2 providers have developed an array of services
to et business neads. A ook at Verizon's Web site reveals
dozens of optional add-ons that can mzke managing
husiness cormmunications easier

o Centrex: This “out-of-house” switchboard systern
resides in the company’s central office, so it has 2 lot of
built-in flexibility. Centrex transforms several separate
lings into 4 managed group of lines that can be individu-
ally customized. Features include amtomatic callback,
hunting, call forwarding, call hold and pask, intercom
and conferencing, hot kine service and music on hold. It
can be combined with ISDN (integrated services digital
neswork) services. Several packages are available,

e Business call answering: Answering machines can
fose poweer, get filled up or go on the fritz. Business call
answering provides 2 voice mailbox within the Verizon
systern. You get automatic message recording when your
phone is busy or not answered, up to 40 two-minute mes-
sages, security code protection and remote access.

o Broadeast fax: Anyone who faxes 1o a long list of
recipients can use this service. Broadeast fax sends a doc-
ument simultaneously to as many as 10,000 locations.
Lists are created and edited through a ouch-tone phone.

¢ Enhanced fax mailbox: This service gives you a
mailbox for receiving, storing and broadcasting faxes.

s Fax on demand: Provides 24-hour access to selected
documents with fax on demand service.

e (gl forwarding and Ultra Forward® service: Do
youever tie up your ortly line while your're on the Internet?
Have your calls forwarded to your mobile phone with call
forwarding, O if you're on the move, have your calls fol-

low you from focation to location.

e Distinctive ting: Not quite ready for that second line?
With distinctive ring, you can have another number on
the same line. It works well for fax machines —— the dis-
fintive ring wams you that a fax is coming in and your
machine cary be set to pick it up imroediately. It’s also
handy i you have two businesses or need to separate calls
somehow, B

in northern Ne

any consider telecommunications infra-
struciure developrent to be simifar and as
important to the economy as the develop-
§ ¥ Bment of the interstate highway system was in
the 1950s. The difference is thiat the federal govern-
ment was the main player in creating interstate
highways, and profit and demand was not a con-
sideration. Telecommunications development
relies on consumer demand. The development will
not happen if there is not a corresponding demand
that creates enough revenue to justify the private
sector investment.

This scenario does not bode well for raral markets,
due to its higher infrastructure cost per user. [n order
to overcome this barrier and facilitate telecommuni-
cation infrastructure development in the North
Country, several groups and businesses have become
involved with the following projects:

o Adelphia Cable: Adelphia will be upgrading
its nosthem New Hampshire cable system to 4 fiber
intersive system over the next 12 to 24 months. This
will allow the company to expand the services if offers.
Planned services are: 150-channel digital television
and cable modem Intemet access. The cable modem
system will have the pofential of providing full time
1.5 megabits/second Internet access. The Internet cost
will be 39.95/month. There will be a connection fee,
and computers will need a network interface card.
Adelphia currently offers long-distance telephone ser-
vice at § cents/minute, with no monthly fee. In: the
future, it plans to offer local telephone service,

« Busimess Enterprise Development
Council: BEDCO is studying the feasibility of devel-
oping an Information Technology Training and
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Outsourcing Center. The center
would provide high-bandwidth
telecornmunications capabili-
ties and worker training, The
project will identify out-of-
the-area  companies with
emplovee needs who have
products or services that
could be produced in an off-
siie location via felecommut-
ing, Training for North Country
workers would be provided to
ensure that the needs of the compa-
nies are being met.

¢ Coos Economic Development
Council: CEDC is stidying the potential
demand for telecommunications in the
North Country. The project goal s 0
develop 2 miap of users and potential
users to facilitate the aggregation of
demand, which will then provide the
economiic catalyst for infrasiructure
development. The siudy also will
determine what form of access (e,
wireless, cable} is best suited for each
regior.

o Mouat Washington Ecomomic Devel-
opment Council: MWEDC is studying the potential for
the development of a high-technology business park.
The project has three components, each being reliant on
the other. One component is the huilding of a 12,500
square-foot resource center and incubator. This facility
will offer high-bandwidih telecomimunication capahili-
ties, low-cost office space and shared staffing, when prac-
tical. Another component is to build & 12,500-square-foot
learning center. This facility will house a coalition of
aducational providers who will train workers to match
compagsy needs, The center also will provide conference

Telecommunications infrastructure development

facilities for use by
existing high-tech
companies. 4 third
component wilf
be the develop-
ment of 2 tech-
nology  park
with high-band-
width telecom-
munications
infrasiructure.
The park will offer
vacant lots and spec
office buildings, which
may be purchased or
leased.
e Warner Cable:
Warner  will
upgrade  its
cable  sys-
tem o a
fiber-
intensive
system by
December and
will be able to offer
digital services. The company is study- 9P
ing the economic feasibility of offering
high-speed data transfer services.

Telecommunications infrastracre development in
northern New Hampshire can be compared to a nanning
race. Currently, the providers are warming up and devel-
oping their strategy as they wait for the audience to arrive.
Cnee the audience arrives, it will be an exciting competi-
tion, as the providess vie for market share in television,
phone, Internet and very possibly radic services. B8

Mark Koprowski is a business and community out-
seach specialist jor SBOC/USDA-Reral Develnbimen,
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It costs nathing to give your employees access to affordable
financial services from a financial institution committed to locai,
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For more information on how you can enhiance your benefits
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Déreamr of Marketmg a {593} 845-8102.
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