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Types of Productivity Improvement

Unified 
Communications
• Presence
• Integrated In-box
• IM

Customer 
Relations
• IP Call  Centers
• Click to Call
• Telepresence

Mobility
• Number Portability
• Multiple Phones
• Mobile Access

 

In this part of the day, let’s focus on the middle portion of the diagram above: Unified Communications.  We will 
start off by defining UC and then explore aspects such as Instant Messaging, Presence Awareness, Video 
Conferencing, and IP Call Centers.   

We will also have some demonstrations of these technologies to have a little fun with. 
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Unified Communications

� Interactive multimedia services
� Real-time services

� Voice (VoIP)
� Video conferencing

� Near-real-time services
� SMS (Short Message Service)
� IM (Instant Messaging)

� Non-real-time services
� Music downloads
� Video downloads

� Unified Messaging (access 
from a single program)

� Voice mail
� E-mail

� Fax

� Broadcasts and 
information services

� News
� Weather
� Sports
� Business/financial

� Collaboration and Interaction 
systems

� Personal information 
management

� Calendaring
� Scheduling
� Web portals

� Transactions
� Banking
� E-commerce
� mCommerce
� Enterprise 

applications

Single application 
shared between 
different devices

 

 

Unified communications encompasses several communication subsystems providing different services. The 
challenge is accessing the information and resources when needed. We use different devices to access 
various applications that work in different ways, depending on the accessing device. Often we downloaded 
necessary information, and we wondered on which device it is stored. 

These services described are shown above. Interactive multimedia services includes some of the popular 
services that we use on a regular basis; this includes voice, messaging services, and download services. 
Unified communications describes access to voice mail (maybe even video mail), e-mail, and fax from a single 
program. This program should be capable of running on any suitable user device. Collaboration and interaction 
systems are an important group of services that many are finding very convenient. Being able to access your 
personal information from any device (plus being able to update that information from anywhere) is an 
important step to staying connected.  

Newer applications allow sharing of calendar information for scheduling meetings and conference calls. Web 
portals are convenient for sharing other types of information between members of a team working on a project, 
which also provides document management capabilities. Transactions are becoming easier to perform, 
allowing people to complete tasks more quickly. Users also have the ability to access the necessary 
information from anywhere to complete the task.   

Finally, broadcasts and information services are becoming more widely available thanks to the power of 
distribution using the Internet. In addition, with the emergence of 3G broadband wireless access services being 
deployed, these capabilities become portable. 
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Presence Awareness

� Presence information shows the status of an 
individual’s ability or willingness to 
communicate through various electronic means:

� Real-time applications
� VoIP call or conference
� Video conference

� Near-real-time application
� IM (Instant Messaging)

� Non-real-time
� E-mail
� Fax
� Voice-mail

� SIMPLE (SIP for Instant Messaging and Presence 
Leveraging Extensions) working group formed by 
the IETF to develop protocols and data formats for 
presence and instant messaging services

Matt Busy

Susan Free 2 chat

Andrew Free 2 chat

Don Out of office

Sarah Working

Presence state

Matt

Susan Sarah

Andrew

Chatting

Update

Chatting

 

 

The common thread tying unified communications together is SIP.  “Presence” is the key to being able to have 
easy access to other users. Presence allows a user to define a custom profile, detailing how they can (or wish 
to) be reached that can vary depending on time-of-day and day-of week. They can also define who is allowed 
to contact them and when. When a user powers on a system or invokes a unified communications application, 
the application or system first connects to a presence server; then the user’s status is updated.  When one 
user engages in a communication s session with another user, the presence information is updated once again 
to alert others as to what the user’s current presence state is. 

The IETF formed the SIMPLE (SIP for Instant Messaging & Presence Leveraging Extensions) working group to 
develop protocols and data formats for presence and instant messaging services. Many vendors have 
application integration with presence servers to support this functionality. 
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Instant Messaging

Alice  - u r a n00b

Bob  - I r hax0r

Alice - I pwned u

� Near Real Time

� Presence Aware

� SIP or proprietary

� Add voice and video

 

 

Instant messaging (IM) allows for near-real-time text-based communication between two or more participants 
over the internet or an internal IP network. It is important to understand that what separates instant messaging 
from technologies such email is the perceived synchronicity of the communication by the user – IM mostly 
happens in real-time. Some systems allow the sending of messages to people not currently logged on (offline 
messages), thus removing much of the difference between Instant Messaging and e-mail. 

IM allows effective and efficient communication, featuring immediate receipt of acknowledgment or reply.  
Instant messaging systems feature presence awareness to notify users of the system when their colleagues 
are available for texting.  VOIP and Unified communications allow for the addition of voice and/or video 
streams during the chat session. 

IM systems operate using the SIP protocol and extensions to the protocol have been developed to support 
features such as presence awareness and to extend IM into unified communications systems. 

Current leading business IM platforms include IBM Lotus Sametime and Microsoft Office Communications 
Server. The adoption of IM across corporate networks outside of the control of IT organizations creates risks 
and liabilities for companies who do not effectively manage and support IM use. Companies implement 
specialized IM archiving and security products and services to mitigate these risks and provide safe, secure, 
productive instant messaging capabilities to their employees. 
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VOIP Enabled Videoconferencing

Conference roomMatt

Don

SIP-based video softphone

Susan

PC

Internet

Enterprise systems can also 
connect to a VPN (V irtual 
Private Network) that supports 
QoS, if available.

Telepresence: Can 
you smell me now?

 

 

Videoconferencing uses telecommunications of audio and video to bring people at different sites together for a 
meeting. This can be as simple as a conversation between two people in private offices (point-to-point) or 
involve several sites (multi-point) with more than one person in large rooms at different sites. Besides the audio 
and visual transmission of meeting activities, videoconferencing can be used to share documents, computer-
displayed information, and whiteboards.  Traditional videoconferencing involved dedicated hardware systems 
communicating over carrier circuits, most notably ISDN (Integrated Services Digital Network) connections.  
VOIP enables video to be transported much like voice in a conference call:  the parties connect to a server 
using SIP and transmit packets of video and voice using the RTP protocol.   

Web-based video conferencing has been influenced by desktop video systems, which are made up of a 
software application and some additional hardware, such as a headset and a Webcam. Today, these hardware 
add-ons are very inexpensive. A high-quality Webcam typically costs under $100, but it can sometimes be 
purchased for half that cost. Proprietary video softphones can be expensive. However, SIP-based video 
softphone licenses can be very inexpensive, and in some cases free for more feature limited versions. This is 
one reason why more users are interested in SIP-based products, because of their generic nature when it 
comes to signaling support for voice and video calls. 

Many enterprise ISDN-based video conferencing solutions are either being upgraded to or replaced by IP-
based system that use a PC and an Ethernet connection to a broadband link. Enterprise VPN connections can 
support QoS for predictable video quality. The other alternative is to simply use the Internet. The condition 
there is a probability that there may be congestion, causing many dropped or delayed packets, which affects 
the quality of the application. 
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·  Telepresence is an extension of videoconferencing and requires that the senses of the user, or users, 
are provided with such stimuli as to give the feeling of being in that other location. Additionally, the user 
may be given the ability to affect the remote location. In this case, the user's position, movements, 
actions, voice, etc. may be sensed, transmitted and duplicated in the remote location to bring about this 
effect. 
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Click-to-Call

Web

Portal

Customer Service 
Agent

 

Click-to-call (CTC) refers to the process of converting web-based traffic into direct telephony communication 
between an end user and some other entity.   CTC service may offer immediate voice communications in real-
time between two parties using the speakers and microphone on the end-users’s PC.  A variant connects the 
web business to a telephone number the user enters into the website, e.g. their home phone number or cell 
number. 

For businesses, an important advantage of CTC technology is the ability to instantly convert Internet-based 
visitors into potential customers. A CTC hyperlink can be embedded in the main part of a Web page, in a 
banner advertisement or even in an e-mail message. Phone connections take place in the same way as those 
dialed from a conventional landline or mobile phone set. 
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IP Call Centers

DallasSeattle

Boston

Tele-worker

Call Center 
Server

Public or Private 
Network

 

 

Businesses build VoIP into their call centers because of the scalability, and practicality offered. VoIP enables 
call centers to adapt and grow along with business and technology needs. VoIP platforms allow enterprises to 
deploy products from various vendors, so purchases can be based on functionality and cost rather than PBX 
brand and compatibility. Additionally, VoIP allows organizations to set up core operations in a main office, while 
operating call centers at many locations anywhere in the world. Call center agents can be located in offices, 
homes, or even hotel rooms.   

VoIP is helping enterprises to do away with their large call centers -- with rows and rows of agents being 
monitored by on-site managers -- and turn to the "virtual call center," a strategy of distributing agents across 
multiple locations, including home-based agents and offshoring. 

Commercial VOIP call center applications include support for click-to-call, IVR (Interactive Voice Response), 
speech recognition, and other CRM applications. 

 


