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REMOTE MANAGEMENT SUPPORT BY SERVICE PROVIDERS SEEN AS KEY

TO DRIVING NEXT WAVE OF BROADBAND DEPLOYMENT 

TO RESIDENTIAL AND SMALL OFFICE MARKET

SOHOware Defines Major Qualities of Customer Service Architecture With Solutions Based on More Intelligent Multimedia Gateway and BSP Software Tools


SANTA CLARA, Calif., May 6, 2002 – Broadband service providers (BSPs) that offer Internet access to local area network (LAN) for residential and SOHO (small office/home office) subscribers are nearing a milestone familiar to high-technology ventures – the next wave of success can make you or break you.


“The next wave of success will see the broadband market evolving from a few million self-sufficient early adopters to tens of millions of support-dependent mainstream subscribers,” said Yong Ho Son, Vice President of Technology at SOHOware, Inc., a leading developer of BSP-centric networking solutions.  “Rolling out trucks is not the answer, nor is the phone support, when subscribers are unable to adequately describe malfunctions.”

SOHOware has become the industry’s strongest voice in evangelizing a systems approach to the broadband subscriber’s life-cycle experience, including capabilities for BSPs to remotely manage the subscriber’s LAN.  

“The issue of remote management of client premises equipment is just now emerging as the result of CableLabs projects to define minimum specifications for vendors of broadband-enabled products that would be acceptable to cable multiple service operators,” said Mike Wolf, director of Enterprise and Residential Communications at In-Stat/MDR.  “The unique approach being taken by SOHOware is indicative of where vendors in tune with the service provider market are going with their gateway strategies and products."

-More-

The timeliness of SOHOware solutions is linked to four distinct industry trends:

· The convergence of data, telephony and multimedia services over the same pipeline and the accompanying emphasis on 24x7 support.

· The demand for connectivity of broadband modem, multiple computers and gateway over a LAN in the customer premise.

· The evolving standards requiring innovative approaches with open architecture to prevent potential obsolescence.

· The propensity of subscribers to first call their service provider with problems, whether or not the problem is related to the service provider.

The Yankee Group reports that 30 percent of broadband subscribers own multiple PCs.  This is an untapped potential for network service revenues in the installed base, provided it could be done cost effectively.


With remote management as a key to both increasing revenues and controlling support costs, Son suggests six major qualities of a BSP solution.

1. One solution for both site with single and multiple PC installations is required to reduce training and operating expense.  
2. Scalable solutions that minimize costs to support deployments that may scale from 10,000 to 100,000 customers per Remote Management Server. 

3. Minimize bandwidth consumption by management traffic during trap storms through innovative remote management solution that must be easy to use.

4. Integrate with back office system utilizing existing interfaces to customer management systems and facilitate data exchange between various mission critical servers for billing, service provisioning, and equipment provisioning systems. 

5. A preventive system that not only detects and notifies but collects information on trends indicative of likely problem to enable proactive management.  

6. Intelligent fault aggregation that can enable utilizing pattern-matching algorithms to differentiate problem severity to maximize return on maintenance dollars.  

 “SOHOware has designed an end-to-end architecture and protocol to provide scalable remote management with innovations on both the client and server sides of the network,” Son said.   SOHOware provides a hierarchical Service Management solution that pushes the intelligence of detection and isolation of SOHO networking problems to the nodes closest to the fault.

-More-


SOHOware’s NetGenie Local Network Management System (NMS) module resident within the gateway has continuous access to the device software agents and, in many instances, can detect, isolate and resolve faults before the user becomes aware of a problem.

The SOHOware solution further provides BSPs with back office software designed to achieve two key measurable improvements to operations – reduction of customer calls and reduction in the duration of customer calls.  The BroadGuard Configurator reduces the duration of calls by presenting to Call Center Agents, the previously collected information on all subscriber network devices in a relational database for instant access. “The BroadGuard Configurator can save up to 20 minutes of information collecting,” Son said, “and it is expected to significantly reduce fault isolation time as well.”


The second server side software suite – BroadGuard Remote Management Station – is designed with smart trend and fault aggregation algorithms to address scalability to thousands of SOHO subscribers.  Its GUI enables an operator to set both the granularity and periodicity of status and performance reporting for individual or groups of virtual SOHO customers.

About SOHOware


SOHOware Inc. was founded in 1990 and its innovations have paced development of the home networking industry since 1996 when it introduced the first personal network products.  In partnership with broadband service and solution providers, the company today is driving mainstream adoption of next generation residential and office networks with a system architecture that addresses end-to-end, life-cycle solutions for delivery and management of shared Internet access, multimedia applications and personalized services.  More than one million North American broadband subscribers are powered by SOHOware wired and wireless networking products.
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