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How do you attract new customers and

build loyalty with your existing ones?

By automating and integrating your

marketing, sales, customer service, and

support operations with your back

office, business intelligence, ERP and

customer data systems.

Through Sun's alliances with best-of-breed

independent software vendors, resellers and

computer systems integrators, Sun's Customer

Management Solutions integrate telephone,

computer, and other technologies to help you

enhance customer service, support and

management processes through the Internet,

Intranet, Extranet and call centers and Java™

technology-based solutions.

Java platform independence and functionality

are ideally suited to Computer Telephony

Integration (CTI) applications. The Java

Telephony Application Programming Interface

(JTAPI) enables companies to use Java technology

to integrate their phone and data networks-

incorporating telephony with the Java

Computing Enterprise.

With JTAPI, applications that were based on one

of several incompatible CTI standards will run

across multiple platforms. Corporations can

easily adopt JTAPI technology while preserving

their current CTI systems.

The JavaTechnology Internet/intranet functionality

to the CTI environment enables developers for

the first time to create web-based applications

that fully exploit the Internet for customer

management solutions. JTAPI's functionality

allows corporations to offer customers new web-

based services that are directly linked to their

call centers. Partners and customers can access a

Java technology-based extranet with any client

device that supports Java technology, including

network computers, PCs, UNIX® workstations or

even the new class of network devices such as

Java-embedded phones and Java technology-

based hand-held devices.

BENEFITS OF SUN'S CUSTOMER MANAGEMENT SOLUTIONS

SINGLE POINT OF CONTACT

CONSOLIDATION OF INFORMATION

RAPID RESPONSE TO CUSTOMERS

STAFF EMPOWERMENT

STREAMLINED BUSINESS PROCESSES

REDUCTION IN PROCESSING AND SERVICING COSTS

SUPPORT FOR IMPROVED MANAGEMENT COMMUNICATION

MOVE INTO THE NEXT MILLENNIUM WITH
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By creating web-based Java applications, a

company can simplify the use of CSR (customer

service representatives) terminals, reducing

training time and costs. Instead of running

many disparate CTI applications in the desktop,

each with a separate interface, CSRs could

simply pull up Java applets with a common,

easy to use browser from the corporate

intranet. The CSR would have only one interface

to learn—the browser. For a large call center

with many CSRs and a typically high turn over

rate, this could provide significant savings.

By Java technology-enabling a customer

management network with JTAPI, companies

can easily deploy thin-client network

computers, such as the JavaStation Network

Computer™, into CTI environments including

call centers and internal help desks. Network

computers can dramatically reduce a

company's administrative and maintenance

costs, ultimately lowering the total cost of own-

ership—reducing costs by as much as 75 per-

cent. The Java technology-based thin-client, fat

server architecture allows a company to  dis-

tribute new applications over the network.

Sun Can Help You Connect
with Your Customers

Sun's Customer Management Solution program

was started more than seven years ago and is a

highly successful mature and comprehensive

program designed to provide integrated

solutions that allow users to effectively

communicate and interact with both internal

and external customers, providing real-time

support, access and service.

SUN MICROSYSTEMS INC.

901 SAN ANTONIO ROAD, PALO ALTO, CA 94303 -4900 USA

PHONE: 650 960-1300 FAX: 650 969-9131

INTERNET: www.sun.com

SUN'S CUSTOMER MANAGEMENT SOLUTIONS™
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SUN AND THE NEW AGE OF TELECOMMUNICATIONS

Deregulation, privatization, and the

need for rapid telecommunications infra-

structure deployment in developing

countries has given rise to fierce

competition among service providers

thus creating an opportunity for net-

work  equipment providers (NEPs) to

furnish switching and service platforms

in those areas.

This competition has led many telco service
providers to choose Internet Protocol (IP)-based
networks for their value-added services. As a
result, they can introduce new services at a
significantly reduced operating cost, while
delivering circuit-switch-type quality and
availability.

Service providers also need to introduce
sophisticated, easy-to-use services quickly,
while maintaining telco service quality. And
with the convergence of multiple services onto
a common backbone network to minimize
infrastructure costs, service providers are
beginning to build telco-like network
environments that require carrier-grade
computer systems.

NEPs are faced with similar challenges. Telcos
today are adopting an intelligent network (IN)
architecture, which separates primary signaling
and control functions from core switching
functions and is hosted in computer nodes
throughout the network. With signaling and
application servers working separately, NEPs
want to align themselves with platform
vendors who will provide part of an overall
solution, rather than spend resources on
proprietary, closed computing solutions.

Previously, most of the commercial computing
sector couldn't meet telco requirements, and
NEPs were forced to build systems to meet
central office requirements. But today, Sun
delivers an open, scalable architecture with
high-performance, reliable, carrier-grade systems
and products that meet mission-critical
requirements.

Netra™ Carrier-Grade Systems:

Designed for Tough Environments

With Netra™ carrier-grade computer systems,
Sun provides complete solutions for the telco
environment. From "simplex" single-processor
platforms to symmetric-multiprocessor fault-
tolerant systems to rack-mount storage, all are
built to the highest telco standards; meeting
Bellcore NEBS specifications for harsh
operating environments, and featuring remote
alarm and hot-plug modules for continuous
operation during servicing.

The Netra product line offers a range of
availability; fault tolerant systems are ideal for
business-critical applications where constant
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service availability is the priority. Or you can rack-
mount simplex systems for high–performance
density, with clustering an option for high
availability. With this broad range of products,
telcos can focus their expertise on providing
services to their customers by deploying Sun's
Netra systems as computing elements.

Sun's Netra systems are based on
robust, scalable Solaris operating
environ- ment™, providing a single
environment from  development
to deployment, keeping operating
costs low and minimizing time to
market. Sun's open systems
approach provides the stability,
reliability, and price/performance
that service providers need to
compete in the new climate of
telecommunications.

Netra systems allow carriers and
service providers to reduce network
costs while speeding deployment of
new services. By using commercially
available fault-tolerant platforms
for SS7 and dial-access server POPs,
carriers can connect servers directly
to the backbone network, eliminat-
ing the need for custom-built
systems and complex switch/computing
architectures. Netra systems support
applications such as ISP services, IN adjunct
processing, and intelligent peripherals for
applications such as automated voice response
and local-number portability. Fault-tolerant
systems are excellent as a home location register
in a wireless network, or as a services control
point in an intelligent network.

In addition, Sun has developed the Java™
Advanced Intelligent Network (JAIN) specifically
for the telco market. Just as Java technology is
transforming the Internet into a true platform-
independent environment, JAIN promises to do
the same for INs.

Service, Support, and OEM Programs

Sun's OEM Advantage service and support
products provide a comprehensive, complement-
ary global service offering for our telco
products, with optional support choices that
include 7 x 24 coverage and guaranteed two-
hour on-site maintenance.

Sun has also initiated a number of
key strategic programs for telco
OEM partners, including:

• OEM Program Office—Gives Sun's
primary telco OEM partners the
dedicated program management
interface to meet their needs,
including product solution features,
product-change notification practices,
and more 

• Product Integration Lab—Provides a
dedicated team of software, hard-
ware, and mechanical engineers who
build integrated customer-  specific
telco solutions, ensuring Sun's ability
to offer a complete, integrated, single-
source solution to our OEM partners

Bottom line? Sun solutions—with carrier-
grade systems running the world's most
scalable operating environment, co-optimized
packaging, fault-tolerant service platforms, and
OEM service and support—provide everything
you need to attack new opportunities in the
fast-paced world of telecommunications.

Specifications are subject to change without notice.

SUN MICROSYSTEMS INC.
901 SAN ANTONIO ROAD, PALO ALTO, CA 94303 -4900 USA
PHONE: 650 960-1300 FAX: 650 969-9131
INTERNET: www.sun.com
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The Home Shopping Network (HSN) took their first call

on August 25, 1998 with their new Sales and Service

System or (SASS). After a successful two week pilot,

they now have a total of 400 sales representatives

using SASS achieving their goal to have a total of 400

users installed by mid-October in time for the 1998

Christmas season.

Initial feedback from the sales representatives using

the new SASS system has been extremely positive. In

fact, when asked to go back to the mainframe

application the sales representatives have all replied,

“No Way!!!”. What are the executives saying about

SASS?  In the words of Norm DePalantino, HSN Vice

President of Call Center Operations, 

“Our Representatives love it, and the

impact to our operations is significant.” 

The scope of this project was to develop and

implement a front-end solution to fulfill the business

requirements and enhance the functionality and

benefit of the current HSNi’s Club Order Entry legacy

system. The sales support system was developed in

partnership with Graham Technology using their GT-X

Business Process Server application framework

software and with Sun Microsystems using their

E3500 and E6500 Enterprise Computing Systems.

The sales support system development began January

12, 1998.  The SASS system will be deployed through-

out the St. Petersburg call center to a total of eight

hundred (800) sales representatives. Upon completion

of the deployment in the St. Petersburg call center, the

SASS system will be deployed to HSN Virtual Agents,

and other Call Center Partners as the single order

entry point.

The first phase of SASS was to develop the system to

support their Club Order Entry System. Future develop-

ment efforts will include systems to support their third

party operations, customer service, international order

entry, and outbound campaign management. The

development of these systems is an on-going process

and will proceed throughout 1998 and 1999.
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October 15, 1998 Announcement

Egg launch hatches partnership between

Prudential and Graham: initial 1,200 GT-X

seats set to grow as new financial services

take off ...

Graham Technology's GT-X has been selected to
drive Egg, Prudential's new direct financial
services company. The Customer Relationship
Management System will enable agents to sell
and process applications for Egg's new savings,
mortgages and loans services.

GT-X is also being considered to develop the

electronic channel which will allow Egg
customers increasing access to financial
services over the Internet.

GT-X, an infrastructure designed to manage
and deploy any organization's business processes,
was selected for its flexibility, allowing Egg to
react to the rapid change and development of
call centers. It will enable call processes to be
easily adapted as the range of financial services
offered by Egg expands. Graham was chosen for
its proven track record and cultural synergy.

"In addition to the capabilities of the software,
the selection of Graham was influenced by the
cultural similarity between our two
organizations," said Pete Marsden, IT director at
Egg. "We needed a real partnership rather than
a traditional customer/supplier model. Many
software houses call their customers “partners”

but Graham really means it and is true to its
word.”

“We've built a call center in less time than
many organizations I've worked with would
take to sign-off a proposal," added Marsden.
"We foresee working with Graham in the future
as it has proved itself an excellent partner, with
as much commitment to our business targets
as we have."

The launch of Egg is part of Prudential's strategy
for the UK to provide a broad range of products

through a wide range of distribution channels,
and anticipates the projected growth in direct
distribution and electronic commerce.

Work on the Egg project began in February
1998 and went live on October 11. The call
center operates 7 days a week, 24 hours a day.

For further information, please contact 

Graham Technology

41 Carlyle Ave.

Hillington, Glasgow, Scotland G524XX

PH: +440141 891 4000

Fax: +440141 882 2114

INTERNET: www.gt-x.com

8

PRUDENTIAL BANKING GOES LIVE WITH GT-X

TechnologyGraham



Sun Microsystems, Inc. and IMA—the winning

combination for companies looking to maxi-

mize customer satisfaction. Sun™ Enterprise™

servers, a recommended platform of choice for

deploying IMA’s EDGE™ software, offer high

performance, reliability, and substantial

flexibility for business-critical environments.

IMA’s products and services can transform call

centers into a customer interaction center

where key customer relationships are managed

easily by phone, fax, e-mail, documents, and the

Web. Sun relies on solution providers like IMA

to empower organizations to put in place

processes and technologies to support their

customers by using enabling technologies such

as IMA’s EDGE, Sun Enterprise servers, Java™

technology, and the Internet.

IMA—The Hub of Customer Satisfaction

Known as a global leader in enterprise-wide

customer interaction solutions, IMA provides

software designed to maximize the customer

satisfaction, loyalty, intention and revenue

generating opportunities of today’s call centers.

As an award-winning product suite, EDGE,

provides integrated, flexible, feature-rich

applications and tools that dramatically

enhance the quality of customer contact.

Sun—A Powerful Business Connection

Sun provides a full line of innovative solutions

to help businesses turn their breakaway

business strategy into a competitive edge. With

offices located in more than 150 countries, Sun

is dedicated to open network computing.

The Sun Java technology computing paradigm is

the first true, platform-independent computing

solution in the enterprise. Java technology allows

businesses to slash cost of ownership while

developing, distributing, and managing

applications on demand for all Java technology-

enabled desktops.

The Sun Enterprise server and storage family

gives organizations a highly available platform

to run their customer interaction applications.

With added environmental monitoring

features and tools to increase system uptime,

and automatic reconfiguration and failover

tools, Sun Enterprise servers help protect

critical data and keep it available.

All Sun Enterprise servers run the industry

leading client-server Solaris™ operating

environment. Support for multi-processing and

multi-threading means that the Solaris

operating environment can reliably and

efficiently handle heavy sustained and peak

processing loads. Through open networking

protocols, the Solaris operating environment

also supports non-UNIX® network clients such

as PCs and legacy systems.

A FULLY INTEGRATED
CUSTOMER INTERACTION CENTER
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Connectivity Eases Cost of

Call Center Management

They were once considered a tremendous expense.

But today, businesses are starting to recognize the

positive impact that call centers can have on the

bottom line. Call centers enhance customer

service and drive sales by providing a direct link

between a business and its customers. They have

potential to become profit centers, not just a cost

of doing business.

Connectivity Managed Network Services Inc., a

newly formed joint venture conceived by NBTel

interActive and Bell Canada, hopes to ease call center

management by offering businesses Computer

Telephony Integration (CTI) software solutions as a

subscription-based service. Businesses can offload

call center management to a Stentor operating

company, thus focusing their complete attention on

their business objectives. The key ingredient is the

network.

“Being network-based assures customers continuous

access to the most up-to-date technology while

removing the need for a large upfront capital

investment and the risk of equipment becoming

obsolete,” says Brock Sansom, Connectivity’s gener-

al manager. “This creates significant opportunities

for businesses to grow and compete, regardless of

their size or geographic location.”

Working with Connectivity was a natural fit for Sun

Microsystems because both organizations believe

that network-centric computing has mass appeal.

“For Connectivity, the network is what ties the

various components of the call center together,”

says Charles Mair, National Telco Business

Development Manager at Sun Microsystems of

Canada Inc., based in Markham, Ont. “Sun’s vision

has always been The Network Is The Computer™ and

today’s computing requirements clearly reflect that

vision.”

Adds Sansom: “The network is an organization’s

central point of intelligence and Sun has created

highly-available, scalable and secure technology

solutions to make that very easy to do. Since we’re

provisioning CTI solutions over a network as well, it

was obvious for us to turn to Sun.”

Saint John, N.B.-based Connectivity is a one-stop

shopping resource for custom-made CTI solutions.

San Francisco-based Genesys Telecommunications

Laboratories Inc. provides CTI software for screen

pops, intelligent call routing, reporting, outbound

calling and more. Connectivity, with an office also in

Toronto and soon in Montreal and Vancouver, will

distribute its call center solutions to members of the

Stentor alliance of Canada’s major telecommunications

companies.

Connectivity acts as a service bureau by allowing

customers to acquire CTI solutions on a leased

service basis as opposed to purchasing them outright.

All applications, programming and management tools

reside on the network.

With this kind of solution, customers have access to

unique call center expertise through Connectivity

and the full-service telecommunications companies.

They can avoid many of the capital costs associated

with these initiatives, and can build one-to-one

relationship with their customers using the most

advanced call center technology available.

Call centers have the potential to

become profit centers, not just a

cost of doing business.
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Customers also have the flexibility of choosing

long-term or short-term solutions. For instance, if a

company wants to conduct outbound telemarketing,

there’s no need to buy a designated server to do the

job; the customer can simply lease the service that

lives on the Connectivity network. When a customer

wants to add call handling capabilities based on

Internet, e-mail or video, the framework will already

be in place and ready to go.

With technical support from KTI Kanatek

Technologies Inc., a Sun value-added reseller based

in Kanata, Ont., Connectivity chose four Sun

Enterprise™ 3000 servers—along with a Sybase data-

base and Veritas’ high-availability software—for the

production environment.

As an application server, the Enterprise 3000 system

unites the power of up to six Sun UltraSPARC™

processors, the fast I/O of Sun’s 2.6-GB/sec

Gigaplane™ system interconnect, high-bandwidth

networking, high-speed disk I/O, and up to six GB of

main memory.

The Enterprise 3000 server comes with the Solaris™

networked computing environment and is backed by

Sun Service™, Sun’s customer service division providing

system support, education, professional consulting

services and other service product offerings.

For virtual private networking, Connectivity uses a

Sun Enterprise 1 server and Sun’s Solstice™ FireWall-1™

solution, a leading network security system for

creating and managing TCP/IP firewalls. With

Solstice Firewall-1 software, an enterprise can build

its own customized security policy while installing

and managing it from a single workstation console.

Connectivity’s development environment runs on

four Sun Enterprise 2 servers, selected for the ability

to drive a demanding mix of applications from

electronic mail, file/print, database, groupware,

Web service and high-availability clustering needs.

Beyond Connectivity, Sun Microsystems of Canada

Inc. and NBTel continue to cooperate on CTI

initiatives. The two companies, along with other

members of the Connectivity team, recently assisted

the University of New Brunswick to establish

Canada’s first undergraduate course in CTI.

Within five years, Connectivity expects to have 200,000

call center agents on board. Annual revenue is

expected to hit $50 million and by 1999 Connectivity

hopes to expand its services south of the boarder. But

in the short-term, the service bureau will be working

with Sun Microsystems to bring Java™ technology into

the call center environment.

“Our vision is to create a holistic suite of services for

call centers by offering customers workforce man-

agement tools, customer contact tools and more,”

says Sansom. “With Sun’s commitment to network-

centric computing, we couldn’t have made a better

choice.”

“Since we are provisioning CTI

solutions over a network, it was

obvious for us to turn to Sun.”
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CREATING AN ENTERPRISE BUSINESS CENTER™

Accelerating in the Call Center

In every industry, high growth companies have
call centers as an integral part of their
customer interaction. Most call centers are
designed to serve the company, not customers.
Their role today is primarily tactical (lowering
costs, convenience etc.). Despite their potential
for strategic importance and customer
relationships, most call centers today have
major limitations:

• Inefficient internal processing

• Inconsistent customer experience

• Bounced callers from agent to agent

• Little or no tailored handling

• Little or no cross-selling

CCS—Customer Communications Solution™ by
Chordiant™ is the first cross-industry call
center solution built to address businesses’
enterprise-wide view of customer relations,
rapid response to change, and unique one-
to-one customer interaction. CCS creates a
common customer interface that activates,
automates and implements best customer
practices across the enterprise.

Chordiant CCS Key Product Differentiators

• Business Process Activation

• Ability to rapidly respond to change

• Integrated business applications, customer
applications and the network

• Customer segmentation and profiling

CCS is an enterprise-wide, scalable solution
that transforms the call center into an
Enterprise Business Center™ (EBC), a sophisti-
cated information hub where customers can
conduct business pertaining to any aspect 
of their relationship with the company,
performing activities and transactions that
can range from basic to highly complex. CCS is

a true enterprise solution which supports
interacting with customers anywhere, anytime,
any way.

Advantages of Chordiant’s 

Customer Communication Solution

Chordiant creates business value across 
the enterprise by:

• Allowing CUSTOMIZATION IN JAVA™ 
technology, with comprehensive 
lists of pre-built business services

• Enabling BUSINESS PROCESS ACTIVATION
(BPA) across business units

• Activating the enterprise’s BEST BUSINESS
AND CUSTOMER PRACTICES

• PERSONALIZING even the most complex
customer interactions

• Reducing TIME-TO-MARKET signifi-
cantly for campaigns, new products 
and acquisitions

• Giving agents a TOTAL CUSTOMER 
VIEW, integrating data from multiple
sources in real-time

Total Costs

Business value and economic benefits:

• Reduces time-to-revenue

• Increases revenue growth

• Increases customer satisfaction/loyalty

• Increases customer self-service options

Across various industries, Chordiant targets
enterprise companies with large and diverse
consumer bases using large call center/
internet operations to manage customer
interactions and their business.

®
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Chordiant’s market space is defined through
four business parameters essential to the
consumer value chain:

• Personalized transactions

• Business Process Activation (BPA)

• Ability to rapidly respond to change (Time-
to-Market)

• Enterprise systems integration 

Advantages of Sun Microsystems

• Pure play, single-minded dedication to
network computing paradigm since 1982.

• Unwavering commitment to customers
through a unique business model that
integrates its partners and customers to
provide best-of-breed solutions that are
scalable, reliable and flexible.

• A proven track record of bringing new and
innovative technologies to market quickly.

Advantages of the Sun and Chordiant

Solution

• Sun is the reference and development
platform that Chordiant has chosen.

• Chordiant CCS on Sun’s platforms is an
alliance built for the enterprise:

– Scalability

– Flexibility

– Integration

– Deployment

– Consolidation into Mega-Centers

• Allows growth companies to get to the next
generation of customer interaction before
year 2000.

Sun and Chordiant Value Proposition

• Sun’s experience in the Internet, Java
technology and Customer Management
Solutions™, coupled with Chordiant Customer
Communications Solutions™, through system
integration will deliver an Enterprise
Business Center with a single point of
contact across any aspect of your company.

• Together Sun and Chordiant bring the custom-
er a reliable business-critical computing
solution: hardware/software technology and
services to solve a wide range of customer
management problems in prelude to
transforming your call center into a
strategic weapon.

• Choose Sun and Chordiant when lack of
scalability, integration with existing legacy
systems and mandated processes are
limiting factors in providing an enterprise-
wide view of the company’s relationship to
its customers. This can be addressed by
implementing Chordiant’s CCS on Sun which
provides a complete, scalable network
computing solution for business-critical
applications in heterogeneous environments.

• Open systems, the Internet, and Java
technology integrated with Chordiant CCS
now provide new distributed client-server
technologies to address inflexibility,
inconsistent customer experiences and no
cross-selling issues in real-time.
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Metro One Database Software Division

The Database Software Division is a business unit of Metro
One Telecommunications, Inc.. It specializes in database
products and tools that support easy, accurate, and
extremely rapid retrieval of information from large
structured textual databases. The division’s flagship data-
base product, db-One™, is designed for use by business
organizations with large volumes of proprietary data such
as price catalogs, product catalogs, telephone directories,
real estate listings, Internet yellow pages, and e-
commerce catalogs where real time, full-text  access to
that data is essential. A related product, db-Router‘™,
supports query and response exchanges between
distributed regional db-One databases.

Database Software Division has an independent software
vendor (ISV) relationship with Sun Microsystems, Inc., and
licenses its products to run on Sun™ computing platforms
in the Sun Solaris™ operating environment.

This report briefly describes the use of Metro One’s
Database Software Division’s products in two customer
situations. The first customer is Ameritech Interactive
Media, a supplier of Internet yellow page services
throughout the United States. The second customer
example describes the internal use of db-One and db-
Router by the Metro One Telecommunications Enhanced
Directory Assistance® (EDA) call center operations.

Ameritech Interactive Media

Ameritech Interactive Media  is a subsidiary of Ameritech
advertising services, which in turn is a part of Ameritech
Corporation, a former Regional Bell Operating Company
(RBOC) and a major provider of a full range of communi-
cations services.

In late 1996, Ameritech Interactive Media embarked on a
project to develop an Internet yellow pages service. As an
initial step, an in-house prototype was developed using
standard SQL searches of Oracle databases. The prototype
was of great value in defining and structuring the services
to be offered, but there were significant performance
issues to be overcome before launching the product.
According to Mark Ashba, product development manager,
“There were important issues with respect to the persis-
tence of the Internet user’s connection to the databases
during the query-response transaction and our response
times were very poor. We recognized the need for a special
database solution that could provide rapid and reliable
response to the many types and structures of Internet
yellow page requests to our large and growing databases.”

While collecting information on the alternative database
products for the Internet yellow pages databases,
Ameritech Interactive Media learned of a product designed
specifically for high-speed access to textual information

databases as well as for the conversion of standard RDBMS
and flat files to the textual database format. That product,
db-One, met the needs for the Internet yellow pages
services being developed by Ameritech and a decision was
made to license and install it on Sun Ultra Enterprise
servers at the Chicago data center.

The Ameritech Interactive Media Internet yellow pages
service has been operational since fourth quarter 1996
and is a great success. The service (http://www.yellow-
pages.net) is accessible to any Internet user equipped
with a modern browser. All requests are routed through
the yellowpages.net Web servers to the db-One databases
resident on Sun Ultra 2 servers at the Ameritech data
center. The diagram in Figure 1 illustrates the present
configuration of the Internet yellow pages solution.

Mark Ashba, product development manager at AIM reports
a high level of satisfaction with Metro One Database
Software Division and with the db-One database product.
With respect to the future, Ameritech expects increased
use of Java™ technology at the client browser level as well
as for back-office services within the Ameritech Interactive
Media data processing environment.

According to Ashba, “The Sun computing platform has
met all of Ameritech’s expectations with respect to
reliability, performance, and scalability for business
growth. The Sun and Metro One combination has fulfilled
the needs and expectations of AIM.”

Metro One Telecommunications, Inc.

Metro One Telecommunications, Inc., founded in 1989 and
headquartered in Beaverton, Oregon, is a publicly traded
corporation (NASDAQ: MTON). It specializes in the
development and provision of enhanced directory

Sun UltraTM 2
DB Server

db-One database

Sun UltraTM 2
DB Server

db-One database

Back Office Systems
Accounting, Billing,
and Customer Info

Sun UltraTM 2
Message Board Server

3rd Party Database Systems

Data to extract & transform
for YP databases

Ameritech
Interactive Media
Internal Intranet

Sun UltraTM 2
Web Servers

Public Internet

Internet Users of Yellow Pages Services

Figure 1: Ameritech Yellow Pages Computing Environment
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assistance services and is the leading independent
supplier of such services to the telecommunications
industry in the United States. Metro One operates call
centers in most of the 25 largest U.S. cities, and plans to
add more during 1998 and 1999. The typical EDA call
center has 50 to 100 agent operators and offers 7 x 24
service to its  customers. Customers are primarily major
telco service providers and include AT&T Wireless Services,
AirTouch Cellular, AllTel, GST Telecom, Pacific Bell Mobile
Services, Sprint PCS and many others.

Metro One Telecommunications Inc. is not only the owner of
the Database Software Division but is currently the largest
user of its database products. The db-One and db-Router
products, running on Sun Ultra Enterprise 4000 servers, are
used in all Metro One call centers in the United States. A
diagram of the Metro One EDA call center computing
environment is shown in Figure 2.

Benefits realized by Metro One Telecommunications in

using db-One on a Sun Solaris computing platform include:

• A standardized network-based solution now exists for all
call centers and that solution is meeting all response time
and other performance requirements for Metro One’s
enhanced directory assistance services to its telco
customers.
• The new solution supports immediate data availability to
all Metro One agents at all call centers, resulting in
significant improvements to customer service and agent
productivity.
• The network-based db-One solution in the Sun Solaris
operating environment provides an open, scalable platform
that can respond to continuing Metro One business growth
in call centers, in directory service request transactions, in
the range of directory service features and functions, and in
the number of telco service customers.

Metro One Database Software Division’s

ISV Relationship With Sun Microsystems.

Metro One Database Software Division has a long and close
relationship with Sun Microsystems, dating back to the
origin of the db-One product. Development of db-One was
done in a Sun Solaris environment and all support and new
developments continue to be done on Sun platforms using a
variety of Sun technologies and aids. Mike McCourt, Metro
One vice president, summarizes the relationship with Sun
Microsystems as follows: “We have worked very closely with
Sun for a long time. They gave us a lot of support when we
were getting started and our close relationship with them
has continued over the years. Sun Solaris is an excellent
environment for both development and production
operations, and the Sun equipment has consistently met
business needs for scalability, reliability, and performance.
More recently, Sun’s role as the originator and leading
source of Java technologies has further strengthened our

alliance with Sun. We make extensive use of Java, and our
most recent release of db-One is available as a JavaBean™
component. Java plays a key role in our future plan.
“Metro One Database Software Division is very pleased to
have a Sun ISV relationship and to be able to offer our
db-One and db-Router products to run on Sun platforms in
the Solaris Operating Environment.”

Concluding Comment

The database software products, db-One and db-Router,
were developed for and run on high-performance Sun
Microsystems servers. Metro One Database Software
Division has established itself as a key Sun ISV in a rapidly
growing segment of the information services industry.

The solutions reviewed here can provide a model for other
services firms with a high level of business dependency on
large textual information databases that must be
accessed by call center agents or by a wide variety of
consumer and business users connected to enterprise
Intranets or the public Internet.
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Figure 2: Metro One EDA Call Center Computing Environment Diagram

15

N S  F O R  I N T E R N E T  A P P L I C AT I O N S

P H O N E :  7 1 6 . 3 7 7 . 0 5 8 0

w w w. m e t r o o n e . c o m



©1999 All rights reserved. Sun Microsystems, Inc.  Sun, Sun Microsystems, Sun Netra, the Sun logo, JAIN, JTAPI, The Network is the Computer, Java, the Java Coffee Cup Logo, We’re The Dot In .Com and What Can We .Com For You?
Solaris, Solaris 7, SunVIP, Sun Ultra, Sun StorEdge, and Sun Enterprise are  trademarks, registered trademarks, or service marks of Sun Microsystems, Inc., in the United States and other countries. UNIX is a registered trademark in the
United States and other countries, exclusively licensed through X/Open Company. 
All other products are trademarks of their respective company.

Printed in USA 5/99 BE835-0/10K

We’re the dot in .com.™

Today, it’s “.com” this, “.com” that. You’re

more than a little familiar with .com. But how

about the company behind it? At Sun, everything we

make, everything we do, is about taking companies into

the Network Age. And that’s what dot-comming is all about.

Our computer systems, technologies and services enable

companies to get to the Net and .com their business

processes. From ISPs to entertainment companies to 

e-commerce businesses. And with our Java™ technologies,

we’re extending the Net to consumer devices—smart

cards, cell phones, even home appliances. With 

our help, hundreds of companies worldwide

are dot- comming themselves

overnight.What can we .com  

for you?

Who’s

dot --comming the world?


