The BT Conferencing Difference 
The benefits of partnering with us
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Introduction 

“BT Conferencing has consistently and graciously accepted every challenge presented to them over the past two years. BT directly supports [our] most senior management staff's audio conference calls on a daily basis and across the Enterprise, exhibiting a highly professional and accessible approach to customer service. BT is, by far, the easiest vendor to do business with today. In a depressed telecom market, BT is making news as a real success story.” 
–Large international investment firm 
In an era of fierce competition and rapidly changing usage patterns in the conferencing industry, BT Conferencing Inc. has emerged as a clear leader—providing best-in-class conferencing solutions and superior service to our customers around the world. Our zero-tolerance for anything less than perfect has allowed us to achieve incredible revenue and capacity growth during a time when the rest of the industry was flat. What makes BT Conferencing different from our competitors? A great brand, great people, and great systems. 
The conferencing industry in perspective 
“All indications are that both a greater number of organizations as well as a greater number of individuals in those organizations are using conferencing services. We believe that demand will continue to surge…”
- Wainhouse Research Spotcheck, Q1 2004

Conferencing has become the mission-critical productivity tool for all businesses, quickly approaching email as a communication necessity. Conferencing is indispensable for a simple reason—it saves time and money. While this is reason enough to use conferencing, there are other many other benefits, including reduced business travel, increased productivity, and a better balance of work and home life. 
In today’s business environment, audio conferencing is almost as ubiquitous as mobile phone usage. Audio conferencing has become especially prevalent as telecommuters across every industry discover how much more they can get done at a moment’s notice, with no equipment besides a telephone. Web conferencing usage is also exploding as more and more people realize how simple sharing and presenting applications and documents over the web can be.  And as IP and other emerging technologies become prevalent, video conferencing is expected to enjoy the same spike in usage as audio and web conferencing. 
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Because of its convenience and cost-effectiveness, audio conferencing has emerged as the clear leader in the conferencing field with almost 80% of the market share. With audio usage booming in the marketplace, companies demanded a more cost-effective method for conducting their day-to-day calls. This demand led to a major usage shift in the conferencing industry.  
Source: Wainhouse Research Spotcheck Q1 2003
Only a few years ago, the audio conferencing industry was dominated by operator-attended, high-touch premium services. In 2000, 77% percent of all audio calls were high-touch, and only 23% were simple, no-touch reservationless calls. But by Q1 2004, this model had been turned on its head. Today, 87% of all audio calls are reservationless and only 13% high-touch. 

The ease of delivering basic conferencing

This shift from operator attended to reservationless audio usage has resulted in a deluge of conferencing provider choices for the customer. Setting up a basic reservationless conferencing service is quite simple, and many companies have taken advantage of this situation to enter the conferencing business, whether or not they have the experience and dedication to support their customers.
Major players such as MCI and AT&T offer conferencing services to their customers. But big company doesn’t necessarily translate into big support, and conferencing remains a small fraction of their business and not their sole focus.  On the other side of the spectrum, small start-ups have been popping up offering no-frills reservationless audio conferencing at reduced rates. As with most things, you get what you pay for with conferencing service providers, and cheap rates reflect their lack of training and support. 

Large enterprise customers are a demanding group. Since their employees work for some of the most demanding companies in the world, they expect the very best in service. Workers around the world need to communicate seamlessly at a moment’s notice, and large distracted providers and small cut-rate start-ups may not meet their expectations. 

BT Conferencing Inc. offers the strengths and benefits of the major players, but without their distracted service offerings. As a division of BT Retail, our objective is to focus solely on conferencing, and on our customers’ seamless experience. We have differentiated ourselves from both ends of the spectrum and have emerged as the conferencing leader by offering strength, stability, and clear benefits over our competitors. 

The innovation of BT Conferencing 
“In two years, [BT Conferencing] has grown rapidly amidst the hurting telecommunications industry and regretful economic conditions.” 

– Frost & Sullivan, September 2003 

With almost 80% of worldwide conferencing revenues generated in North America, BT Conferencing recognized that there was an incredible opportunity to bring teleconferencing services to the fastest growing market in the world. As the conferencing leader in Europe, with over 20 years of experience in the industry, BT Conferencing was uniquely positioned to become the conferencing leader in the US.  
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Source: Wainhouse Research Spotcheck Q1 2003 
Flat industry growth? Not for BT Conferencing. 

BT Conferencing Inc. has evolved to become the most dynamic and fastest growing conferencing provider in the industry. In the US, BT Conferencing’s services have experienced a 60% year-to-year growth rate at a time when the rest of the industry has remained flat. In recognition of this growth and his dedication to expanding the innovation and vision of BT Conferencing’s approach, Frost & Sullivan awarded its prestigious 2003 CEO of the Year award to BT Conferencing CEO Robert Moore. BT Conferencing was able to achieve remarkable growth because we know that constant innovation is critical for our customers, and because we are able to offer them six key differentiators that put clear blue water between us and our competition. 
<<marginalia – BT Conferencing CEO Robert Moore was awarded CEO of the Year for excellence in audio conferencing services by Frost & Sullivan in January 2004.>>

Our six key differentiators 

Our six key differentiators act as a comprehensive support system that surrounds the customer with everything they need to experience remote conferencing as it was meant to be experienced, with superior, dedicated support and comprehensive, innovative services.  

1. Operational excellence 

Superior service is the heart of our business 

“BT Conferencing has provided flawless service and I’m really impressed with the ‘hands-on’ attention they gave to every call…no matter how large or small.” 

–Large weapons manufacturer
We are committed to superior customer service, and it shows in the incredibly high level of service we bring to our customers. Unlike many of our competitors, who hire uncommitted, under-trained, part-time operators, our operators are full-time, and receive comprehensive benefits and a motivating career advancement program. 

To provide our operators with the knowledge and experience necessary to make them the best in the industry, we have created a comprehensive internal training program called BT Bridge Club. The BT Bridge Club training program equips employees with the customer service skills and technical expertise necessary to provide the highest-level of management and support for our customers’ conferences. The outcome of this superior training program is an operations workforce that is motivated, and provides a uniformly high-level of customer service and polished professionalism to our customers. 
<<marginalia – photo of Orlando White w: "BT Conferencing provides the best conferencing services in the industry because we have a team of focused professionals that develop strong, long lasting client relationships."
-Orlando White, BT Event Call Operations Manager>>

2. Dedicated account teams

True partnerships—from the complete enterprise to the individual end-user

“From your marketing staff to the technical staff and call operators, we have experienced the highest level of customer service and professionalism. The deadlines and objectives we worked against as a team were very aggressive and you supported and exceeded our goals with unwavering attention.” 
-Corporate learning solution company
BT Conferencing dedicated account teams focus on maintaining the highest levels of customer satisfaction possible through their 24x7x365 support. We give the enterprise its own committed teams, often on the enterprise’s site, to provide proactive support for their conferencing account. 

· Account Managers will be on location to answer any service questions, help with billing questions, and train end-users. Account managers also provide leadership to manage client expectations and successfully drive project delivery to meet targeted goals.
· Customized Marketing Managers provide specialized services that help to roll out our conferencing tools throughout companies. They identify, design, and implement a customized remote meeting strategy for each organization.
· Service Delivery Managers act as “customer champions” and are the single point of contact for all of the customer’s service needs.  They are crossed-trained in a number of areas and can proactively evaluate their customer’s service offerings. 
<<marginalia - "I am constantly searching for ways to improve the way in which we deliver our services and how we interact with our customers."

- Scott Johnson, Director of Service Management >>

3. Innovative products and partnerships 

A conferencing flavor to match every taste

“I use BT Conferencing when I…have certain expectations, usually when all participants need to be muted at the end of Q&A and that the call needs to be recorded. I can’t get that with [other services].”

- Leading hardware equipment manufacturer  
Any conferencing provider can provide basic audio, web, and video conferencing services to its customers. We go many steps beyond the basic to give our customers the solution that fits their organization’s unique needs. BT Conferencing offers a variety of conferencing flavors—from simple reservationless service enhanced with online tools to high-touch earnings calls complemented with experience-enhancing features. All parts of the spectrum are equally important to us, and we have enhanced all of our offerings with innovative features to make them even more useful. 

BT Conferencing also offers customized managed services for our large enterprise customers—managing everything from reservations to maintenance support. This managed solution increases productivity, tightens network security, provides substantial savings, and allows for increased investments in network infrastructures. BT Managed Services leverages your existing infrastructure, increasing ROI on your network investments.

We also provide a standard consultancy package that includes installation, integration, project management, and end-user training. We will work with the customer to tailor a solution that leverages existing staff to fill critical engineering, help desk, and operator support—with no breaks in service or security. 

<<marginalia - “I am incredibly proud of my dedicated team of top-quality product managers who give 150% to every task and go to the ends of the earth for our customers every single day.”
-Brenda Treherne, Director of Product Management

4. Web-enabled systems

Scalable, flexible systems for real-time support
“…I cannot thank you enough for all of the technical and moral support you and your team provided.” 
-Large investment company
BT’s web-enabled systems provide state-of-the-art provisioning and billing capabilities that are highly scalable and meet customers’ needs in real-time.  Unlike many of our large competitors who built their systems in the era before reservationless service exploded, BT Conferencing does not have burdensome legacy systems and large operations staff built for the operator-attended environment. Instead, we built our systems to support a reservationless-dominant environment. Our streamlined systems are scalable, and are able to easily shift with the ever-changing demands of the market. 
Our web-enabled systems include: 

· Our provisioning and scheduling system puts power in the hands of the operators by giving them a simple and clear interface with the customer. Because it’s in a web-enabled format, this system makes it easy for our operators to help the user as they open an account, update their information to include additional products and services, schedule a call, or resolve billing questions. This is critical, as the operator needs to be focused on the customer, not the under-lying technology.
· BT Advantage Plus is our online billing system that allows users to review and analyze bills in real-time. Customers can interact with bills online and get immediate answers to routine billing questions. Managers can get a grasp on usage patterns over time by cross-referencing billing trends on Advantage Plus’ simple-to-use interface. 
<<marginalia - "I am incredibly proud of my unparalleled team of developers. Besides being talented technically, what truly sets them apart is their dedication to understanding the needs of our customers."
- Jason Chin, BT Director of Software Development>>

5. Roll-out implementation and training programs

Making the shift to a new conferencing provider seamless 
“You have done an excellent job on…the roll-out…you have done wonderfully in the quantity and quality of communications…it has all been done very clearly and professionally.” 
- Multinational soft drink manufacturer
BT Conferencing helps employees quickly realize the productivity-enhancing benefits of collaboration by offering our large enterprise customers roll-out implementation and training programs geared towards the end-user. These programs have proven to be highly successful for integrating BT Conferencing services into corporate environments. By using brand and style guidelines from clients, the unique creative campaigns we develop communicate key messages for all levels of the organization. 

Once the programs are implemented, entire organizations are converted over to our services in a couple of days with no disruption in service. And training lasts through the entire lifecycle of our relationship. Programs are customizable, and are based on usage patterns. This focus on helping our customers through education maximizes the benefits and ROI of conferencing. Programs include training sessions, product demonstrations, training events, and customized user guides.

<<marginalia – photo of Gail w: “Nothing is better then seeing how pleased my customers become after we successfully launch new marketing programs designed to educate and train end users."

-Gail Detweiler, BT Customized Marketing Manager>>

6. Global capabilities 
Complete end-to-end global service and support
Global Access is a unique solution that allows international participants an inexpensive and convenient way to dial-in to their conferences from major cities around the world using local numbers. Global Access is part of BT’s global platform that supports billions of minutes and a variety of mission-critical applications. With Global Access, our customers save the cost of an international call and participants are saved the hassle of dialing cumbersome international numbers. And all call activity is instantly captured on a web-based reporting system that customers can sort and download for easy conference management and cost control.
While other conferencing providers rely on second- or third-tier carriers, BT Conferencing’s customers experience the benefits of a single source solution and a wider choice of access options with unmatched reliability, instant issue resolution, and greater cost savings.  
<<marginalia “My responsibility is making sure that the technical aspects of our conference calls are glitch-free. I am proud that BT can maintain a 99.9% uptime for our calls.”
-Diane Hoffses, Sales Engineer>>

The results are in — our customers are pleased 
“You add tremendous value, foresight and intelligence…This is truly a differentiator from other conferencing providers.” 
- Large investment company
It’s one thing to have our customers say wonderful things about our services, and it’s another to have objective facts.  Since we do not believe in resting on our laurels, BT Conferencing uses a “closed-loop” format to follow-up with customers and gain feedback on our performance. The overall result? BT Conferencing is pleased to have earned a 98 percent overall customer satisfaction rate.  
Choose BT Conferencing 
BT Conferencing has consistently earned excellent feedback ratings from our customers because we have zero-tolerance for anything less than perfect. We are constantly looking for new ways to improve our customer service, innovate our products, and explore the parameters of communication technology. 

By differentiating our offerings from the other providers in the marketplace, we have been able provide our customers with a clear, cohesive solution that surrounds them with the support necessary for them to fully realize the critical applications of virtual conferencing. 
“As we move into a future of simplified collaboration and convergence, more and more companies will come to regard the potential for productivity as limitless as they see what the new technologies can bring into their lives. In this global economy, BT Conferencing — with its global history and infrastructure — is second to none in terms of possibilities…” 
- Robert Moore, CEO, BT Conferencing
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