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Network Telephone charging customers monthly fee for tech support

By Mark Watson =
watson@gomemphis.com sponsored by (EERE_ i

September 23, 2003

Just as consumers often call their Internet service providers when a MarketPlace

problem persists with their computer, small businesses often call T - =
voice-and-data telecommunications providers when a problem starts with o ﬁ ]
their phones and computers.

Since Network Telephone, a competiti_ve local phone company focused personals real estate travel
on the small business market, was getting these calls anyway, the
company decided to make the service a $19.95-a-month add-on to its
telecom services for small businesses.

Called TechLine, the service was launched in
August and was rolled out to Memphis customers
this month.

"It's basically a help desk for small businesses that don't have the
resources to help their software or hardware issues," said Jamie Spicer,
Network Telephone's area sales manager.

TechLine helps customers with items as varied as E-mail problems, virus
protection or trouble with a mouse, said Clare LaGrand, corporate
communications for Network Telephone, based in Pensacola, Fla.

"We think it will be really helpful for them," Lagrand said.

"This is a great deal,” said Edward Horrell, a Memphis-based telecom
consultant. "Users who don't need technical answers aren't going to buy
it. Those who do need tech support are going to wear it out.”

Dr. Brian Janz, a management information systems associate professor
and associate director of the FedEx Center for supply Chain Management
at the University of Memphis, said he would expect Network Telephone's

service to be "extremely effective or informative™ if it is going to incur a

charge. ®
J o —re | =

"We've all had varying degrees of success with online tech support - some r—*}"“"!“ LETE| -

good, some bad - but most all of the systems | am aware of are free of e _;é—'J E

charge," Janz said. BOOK 2

Gil Hennon, who chairs the Memphis Personal Computer Users Group

education committee, said, "TechLine telephone and networking tech
support would be attractive, especially to small businesses that don't get

dedicated BellSouth employees on site if it is coupled with quick repair :‘:::::Balr:;f;;

services."
Free download

Bill Ray, BellSouth's West Tennessee regional director, said his company

http://www.gomemphis.com/mca/business/article/0,1426, MCA_440_2289852,00.html (1 of 2) [9/24/2003 2:05:05 PM]

APTS AUTOS CAADS JOBS
coupons classifieds dining

ADVERTISE ON GOMEMPHIS.COM


http://adsremote.scripps.com/click.ng/params.richmedia=yes&site=MCA&vgncontent=BUSINESS&pagetype=ARTICLE_DETAIL&adsize=468x60&PagePos=1
http://www.gomemphis.com/mca/home/0,1426,MCA_435,00.html
http://www.gomemphis.com/mca/sports/0,1426,MCA_461,00.html
http://www.gomemphis.com/mca/entertainment/0,1426,MCA_483,00.html
http://www.gomemphis.com/mca/lifestyle/0,1426,MCA_521,00.html
http://www.gomemphis.com/mca/opinion/0,1426,MCA_536,00.html
http://www.gomemphis.com/mca/city_guide/0,1426,MCA_540,00.html
http://localnet.abracat.com/appeal/
http://www.gomemphis.com/mca/home
http://www.gomemphis.com/mca/local_news/0,1426,MCA_437,00.html
http://www.gomemphis.com/mca/business/0,1426,MCA_440,00.html
http://www.gomemphis.com/mca/real_estate/0,1426,MCA_2798,00.html
http://www.gomemphis.com/mca/business_columnists/0,1426,MCA_441,00.html
http://www.finwin.com/finwin/home/V2index.cfm?id=766
http://www.gomemphis.com/mca/obituaries/0,1426,MCA_443,00.html
http://www.gomemphis.com/mca/neighbors/0,1426,MCA_444,00.html
http://www.gomemphis.com/mca/desoto/0,1426,MCA_451,00.html
http://www.gomemphis.com/mca/nation_and_world/0,1426,MCA_454,00.html
http://www.newgomemphis.com/newgo/special/
http://www.gomemphis.com/mca/news_columnists/0,1426,MCA_646,00.html
http://newgomemphis.com/newgo/core/archives.htm
http://forums.gomemphis.com/
http://blog.gomemphis.com/
http://www.gomemphis.com/mca/corrections/0,1426,MCA_2816,00.html
mailto:cabiznews@gomemphis.com
mailto:albarado@gomemphis.com
mailto:albarado@gomemphis.com
mailto:albarado@gomemphis.com
http://www.newgomemphis.com/newgo/core/staff.htm#anchor1903931
http://www.newgomemphis.com/newgo/core/staff.htm#anchor1903931
http://www.newgomemphis.com/newgo/core/staff.htm#anchor1903931
javascript:popup("/mca/cda/article_print/1,1983,MCA_440_2289852_ARTICLE-DETAIL-PRINT,00.html",700,500,1)
javascript:popup("/cr/cda/email/article/1,1249,MCA_440_2289852,00.html",400,350)
mailto:watson@gomemphis.com
http://www.gomemphis.com/mca/search/article/0,1427,MCA_10596_2175402,00.html
http://www.reeveswilliams.com/
http://www.newgomemphis.com/mediakit/
http://www.newgomemphis.com/newgo/travelagents/
http://www.newgomemphis.com/realestate/
http://www.match.com/landing/MediaPartners.aspx?lp=ms1&trackingid=516517
http://www.newgomemphis.com/guide/
http://localnet.abracat.com/appeal/
http://www.newgomemphis.com/coupons
http://www.gomemphiscareers.com/
http://www.print2webcorp.com/news/memphis/ads/contents/toc.asp
http://www.gomemphisautos.com/
http://www.gomemphisapartments.com/
http://adsremote.scripps.com/click.ng/params.richmedia=yes&site=MCA&vgncontent=BUSINESS&pagetype=ARTICLE_DETAIL&adsize=120x600&PagePos=1
http://adsremote.scripps.com/click.ng/params.richmedia=yes&site=MCA&vgncontent=BUSINESS&pagetype=ARTICLE_DETAIL&adsize=120x90&PagePos=1
http://adsremote.scripps.com/click.ng/params.richmedia=yes&site=MCA&vgncontent=BUSINESS&pagetype=ARTICLE_DETAIL&adsize=120x90&PagePos=2

GoMemphis: Business

o AlTE e includes technical support for customers. Showcase

* Contact "Our customers have several inroads to our expertise in Internet,

* Customer service equipment, broadband and traditional telecommunications, beginning

* Help/FAQ with their account executive," Ray said in an E-mail. "My reaction would
« Job opportunities be that BellSouth understands our customers' needs and their demand for

- &z o = excellent customer service. | can understand why competitors would want

. Sitem to distinguish their customer service. We have and will continue to look
45_’19 _ for ways to improve our customer service edge. So far we have not added
* Subscribe Online an additional charge for what the customer expects."

» Webmaster

« Web tools Jonathan Harlan, president of Aeneas Internet & Telephone of Jackson,
Tenn., said his company offers this kind of service at no additional Explore More Local
charge. Businesses Inside

gomemphis Showcase

Jeff Presley, president of Custom Data Solutions, said WorldSpice
Technologies, a local Internet service provider, provides tech support to
clients for no additional fee "and are very responsive and technically
competent."

Consumer How-To Guide

Fred's - Investing in People

Bob Palmer, Data Guidance Group president, said some business

customers might find such a service valuable. _

"If they can provide a 'front-line’ service to provide such simple solutions
as machine restarts, etc., there might be some businesses interested in the
service at $20 per month," Palmer said.

- Mark Watson: 529-5874
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