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UP WITH IPT

As IP telephony reaches maturity, Paul Bray

reveals how and where the technology is proving

profitable for vendors, customers and resellers

FTER YEARS OF BEING A prom-
ising but niche technology, IP
telephony (IPT) has finally
reached acceptance as a valid
choice. Analysts are predict-
ing rapid growth, and IPT

sales are expected to overtake conventional

telephony well before the end of the
decade. IP and IP hybrid extensions made
up 77 per cent of shipments in the UK dur-
ing the second quarter this year, according
to analysts at MZA. IP extensions made up

13 per cent of the total extensions market

during the period, up from eight per cent

in the same quarter last year.

“The IPT market is reaching complete
maturity, and we're seeing wholesale adop-
tion in all markets,” says Colin Curtis,
research and development rhanager at con-
verged IP reseller Xpert Communications.
“We're finding little difference between the
markets for IPT and traditional telephony,
because customers no longer seem to ques-
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The IP telephony market s rapidly reaching
maturity, generating interest from all sizes and

v

sectors of business.

v

Rapid return on investment is possible, thanks to
reduced call costs and lower total cost of
ownership.

v

Productivity gains can be considerable, especially
for businesses with multiple sites, remote workers
and distributed contact centres.

Resellers with a data background have the edge
over voice resellers and are being courted by
vendors, but they must develop both voice and
data expertise to succeed.

Technical issues including security, integration,
reliability, standards and QoS remain important to
potential customers.

v

v

ton IPT as a technology and there are
almost no limitations when it is compared
with traditional telephony.”

By using the IP technology which
underpins the internet and many private
data networks, IPT can transmit voice and
fax traffic using the same infrastructure as
data wraffic. It integrates more easily with
data applications and obviates the need for
separate voice networks with their own
switchboards (PBXs, or private branch
exchanges). IP phones can be plugged
directly into data networks.

Cost saving is a major driver, especially
across multiple sites where phone calls
can be piggy-backed for free on existing
data WANSs or broadband connections.

“The cost benefits of IPT are so sub-
stantial that it's simply sensible to lead
with them when talking to customers
about converging their voice and data net-
works,” says Mike Valiant, international
market development manager for enter-
prise voice solutions at vendor 3Com.

And free phone calls are only part of
the saving, “The key benefit for distributed
organisations is lower total cost of owner-
ship,” says Roger Jones, convergence direc-
tor at telecoms vendor Avaya.

“Centralising the telephony application
in the network and providing distributed
connectivity means organisations have to
manage fewer PBXs. This in turn simpli-
fies their infrastructure, support and main-
tenance costs, and provides a single point
of integration for applications.”

IPT scales more easily than traditional
telephony, which is a strong selling point
with growing businesses. Once installed, it
is also largely plug-and-play. This gives
users much greater flexibility in terms of
where equipment is sited, and the freedom
to move it around as their needs change,

without requiring the services of an
engineer.

“Businesses are always impressed when
you can show them how easy it is to
change things such as speed dials,” says
Valiant. “The second demonstration — and
often the one that helps close a sale - is
moving a handset. Telecoms managers
have been used to a move taking hours or
even days. With IPT, resellers can achieve
it in a matter of seconds.”

Paul Rowe, IPT marketing manager at
vendor Nortel, says the simplification of
multi-site networks can save companies 30
per cent of annual operating costs, and
greenfield sites can deploy IPT at no price
premium over digital PBXs.

Andrew Terry, managing director of
system integrator Switch Communi-
cations, says: “One of our customers saved

ity

more than £100,000 and increased band-
width across its WAN by a factor of eight.
It also slashed networking costs, deferred
hardware purchase costs and centralised its
customer service strategy.”

However, cost savings are not necess-
arily the top priority for IPT users. “IPT
installations can generate concrete ROI
within months,” says Campbell Williams,
head of channel marketing at telecoms
vendor Mitel. “But firms are happy to use
IPT to generate productivity gains and
wait longer for ROL This is a symptom of
a move towards a vitamin, not an aspirin,
market. Firms are buying wellness, not just
fixing problems. IPT enables both.”

IPT can be a key enabler of mobility
and flexibility, with home workers and
satellite offices connected seamlessly to
their company’s data network and tele-

1/3

Copyright (Computer Reseller News - CRN N° 41206) No reproduction without authorisation

SWITCHIP



http://crn.vnunet.com/

i
[mmpuler

phone system. Their colleagues and cus-
tomers need never know they are not at
an office desk.

“It offers a ‘wherever I log on, that's my
home’ environment that makes people
immediately productive wherever they
work from,” says Rufus Grig, chief tech-
nology officer at telecoms reseller Azzurri.

The simplest application may be IP-
based voicemail, or unified messaging
combining voicemail, email and fax, which
are accessible via almost any device from
PC and fixed phone to PDA and mobile.
These can be extended to ‘presence’ or
‘find me/follow me’ capabilities.

Users can personalise their comm-
unications, assigning context-sensitive
destinations for incoming phone calls,
voicemails, emails and application data, so
they do not miss a key customer call but

are not interrupted by trivia. Colleagues
can check another user’s whereabouts and
choose the most appropriate means of con-
tacting them.

Add in the other benefits of collabora-
tion, such as sharing documents, diaries
and other application data with colleagues
across multiple locations, and productivity
gains of 15 to 20 per cent are achievable.

The benefits of IPT are perhaps best
illustrated in the contact centre, or rather,
outside its physical walls. Classic computer
telephony integration applications, such as
screen-popping, transferring voice calls
with relevant data, and integration with
web sites, email and instant messaging, can
be facilitated by IPT, although they are
possible without it. IPT makes it easy to
implement hunt groups and ring groups,
and to integrate other applications.
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Above all, IPT is enabling call centres
to become truly virtual, with agents not
only in major centres but at satellite offices,
in their homes or even abroad. Agent
recruitment can be a significant problem,
so IPT enables companies to recruit agents
in far-flung locations, and allow existing
agents to work from home.

“We've taken the phones to the agents
rather than bringing agents into the
contact centre,” says Grig. “All the infra-
structure and applications are managed
centrally. We've done this a2 number of
times, and it’s an extremely effective solu-
tion to a genuine business problem.”

Previously a mainly corporate product,
IPT is now appealing to a complete cross-
section of businesses, although the most
interested sectors remain those with mul-
tiple sites, branch networks or a distrib-
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uted workforce, such as banks, building
societies and retailers.

Some resellers are finding that SMEs are
actually more adventurous than more cau-
tious corporates. Vendors such as Cisco are
producing router-based single product IPT
solutions for SMEs. IPT is bringing con-
tact centre applications within their range,
and there are hybrid products and hosted
solutions that allow SMEs to carry on
using their existing PBXs until they feel the
time is right to replace them.

Despite its manifold benefits, however,
resellers must still expect to put their backs
into selling IPT, warns David Atkinson, a
consulting engineer at Cisco. “Resellers
must demonstrate to the customer that
they have a track record,” he says. “This

Continued on page 38 b
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