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Serving customers in the U.S., Europe and China,

EMW provides complete telecommunications

solutions, including systems integration, operations

and maintenance, and infrastructure to its customers.

EMW primarily serves U.S. government agencies,

but also works with local governments and civilian

agencies. 

The company has offices in Virginia, United States;

Beijing, China; London, England; Heidelberg,

Germany, Dubai, United Arab Emirates,

Johannesburg, South Africa and Brussels, Belgium. 

EMW works extensively with the Avaya IP Office

system, and their depth and breadth of expertise

about the product sets them apart from other

companies.

B u s i n e s s  C h a l l e n g e

When EMW opened its doors in 1995, President

and CEO Tony Bui had already worked in

telecommunications for a number of years, and he

recognized that convergence – an industry

buzzword that was just catching on – would be the

best and most prevalent technology in telephone

systems. With offices located around the world, Bui

recognized that seamless communication among

employees at all offices would be crucial to

excellent customer service: but the costs of seamless

communication could skyrocket if the wrong

technology was implemented in all of the offices.

Bui’s concerns over migrating to the technology

rested in safety – would the solution he implement-

ed be fully operational and provide a safety net for

his company? If it didn’t, he risked the reputation of

his business. Whatever telephony path Bui chose
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needed to be consistent and secure, in order to

safeguard EMW’s reputation for providing high-

quality voice and data solutions to business

customers.

T h e  S o l u t i o n

Bui researched convergence technology as it

related to telephony for several more years.

Though the technology was appealing, many

vendors offered IP-only switches that resulted in

abrupt cutovers to voice-over IP (VoIP) technology,

which wasn’t fully developed.

“You never know what you’ll get when you turn

on voice service over the public Internet," said Bui.

"I wanted a solution for my business that offered

more of a safety net.”

As his research deepened, Bui recognized Avaya as

being among the industry leaders for convergence

technology. As he examined Avaya’s solutions, Bui

found the IP Office system impressive. The

solution is comprised of a hybrid switch that

allows voice traffic to travel over the public

switched telephone network (PSTN), or over

Internet using Internet protocol, or IP. As a result,

it allows a slower, more controlled migration to

VoIP that is safer than a direct cutover.

Bui made the decision to implement several IP

Office systems in offices around the world. He

installed IP 403 systems in Beijing, Belgium, and

Virginia; an IP 412 in London, and an IP 401 in

Heidelberg. The IP 403 systems support ten, eight

and 20 users, respectively. The London IP 412

supports 60 employees, and the IP 401 in

Heidelberg supports a single remote worker. All

sites use Avaya digital telephones, and the systems

are all networked via the public Internet. IP Office

systems are also being deployed to Dubai and

Johannesburg in early 2004.

As an Avaya BusinessPartner, EMW handled its

own installation. Steven Vanbergen, an EMW

engineer based in Belgium who handled the

majority of the international installations, had

praise for the system and the ease with which it

can be programmed, but cautioned that knowledge

is important when performing an IP Office

installation.

“The Avaya IP Office was a very easy system to

install with a strong graphical user interface," said

Vanbergen. "But it is important for end-users to

seek the help of a knowledgeable partner that

knows the intricacies of the system and how it

works in order to have a completely smooth

installation. It is easy to add incorrect parameters if

you don’t fully understand what you’re doing. But

use of a knowledgeable partner will ensure a

flawless deployment.”

Vanbergen’s experience made for an easy installation

of the system throughout EMW’s international sites,

and Bui was pleased with the result.

“I was reluctant to move to VoIP right away

because I wasn’t certain that the quality would be

there,” Bui said. “But I was very pleasantly

surprised. The voice quality is excellent in all of

my locations, and dropped calls are not an issue.”



“ ”
I was reluctant to move to VoIP right away because I wasn’t certain that the quality would be

there. But I was very pleasantly surprised. The voice quality is excellent in all of my locations,

and dropped calls are not an issue.

Tony Bui, President and CEO, EMW

Security is also a concern for Bui’s business. EMW

therefore runs a virtual private network with 128-

bit encryption to ensure that traffic remains secure

– and still experiences no quality degradation.

The IP Office solution’s VoIP capability also saves

EMW significant costs. First, Bui has integrated

interactive voice response (IVR) servers with the IP

Office system that validate international calls. This

allows home workers to call in and be connected to

an IP backbone – so their calls are placed via the

Internet, rather than the PSTN. In addition, Bui has

set up several call routing schemes on the IP Office

that allows approximately 70 percent of traffic to

travel through the United States. Through these

capabilities, Bui estimates that he will reduce the

company’s toll call charges by 50 to 60 percent. 

“The company long-distance bill was cut in half

after the first full month of IP Office use, even

though we’re making more calls than we were

previously,” Bui said. “And I expect to see a return

on the investment within 16 to 18 months of the

installation.”

In addition, EMW employees can be more

productive with the IP Office than they were

previously, especially when traveling. Many

employees that travel for business set up an IP

softphone on their laptops, allowing the same

telephone functionality that they have in the office

through a single remote Internet connection –

which is then used to access both the Internet and

telephone calls.

“It is also interesting to note that, anyone using the

IP Office’s Phone Manager application has the

ability to use a softphone,” Vanbergen said. “Phone

Manager operates as an IP softphone as well as a

phone management tool, and the same software

skills are used for both features, so skill sets are

easily transferable.”

Another cost-saving measure offered by the IP Office

system is the ability to route mobile phone calls

through the IP Office system in any location, which

is extremely beneficial when EMW staff members

travel. For example, using the system’s call

forwarding feature, Bui is able to route his phone

calls coming into the Virginia office to the EMW IP

Office system closest to where he is traveling –

usually overseas. The closest IP Office then forwards

the call to Bui’s mobile phone, resulting in calls that

are charged to EMW at local, versus more costly

international long-distance, rates.

Vanbergen also notes that the functionality of the

IP Office system’s VoiceMail Pro is well liked by

his international colleagues. Another unique

function is the ability to program telephone

buttons to handle other functions through the IP

Office system. For example, a system telephone

located at a secure entrance can be programmed

with a button to allow building access or turn on

lights for employees entering or exiting the facility

in the dark. 

With the IP Office solution, EMW is able to use the

same connection it uses to connect to the Internet

for high-quality, secure voice traffic. The system

a higher plane 
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A b o u t  E M W :

Since 1995, EMW, Inc. has served FORTUNE 1000® companies and government agencies with industry-

leading expertise based on more than 30 years of experience in the telecommunications industry. Our

design engineers and database experts help clients improve network efficiency, security, stability, and

compliancy with tools and services designed to leverage network assets and provide information in ways

that are powerful and easy to use--whether it be in marketing, engineering, capital development, or

management. We are committed to applying the best mind power and products to helping our clients stay

ahead of rapid changes in new generation network growth and development.

“ ”
This solution offers a measured approach to be taken step-by-step. And users will never know

that a change has been made. The switch is transparent. Avaya made the right move by

offering legacy and next-generation technology in a single system.

Tony Bui, President and CEO, EMW

also offers built-in recovery, as EMW can switch calls to

be routed back to the PSTN should an IP issue occur.

All at a lower cost than the company experienced with

its former solution.

“This solution offers a measured approach to be taken

step-by-step. And users will never know that a change

has been made. The switch is transparent,” said Bui.

“Avaya made the right move by offering legacy and

next-generation technology in a single system.”

L e a r n  M o r e

To find out how Avaya IP Office can enhance your

communications solutions, please contact your Avaya

Authorized BusinessPartner or Avaya Client Executive,

or visit www.avaya.com/smallmidbusiness.

For more about Avaya and our other award-winning

solutions, visit www.avaya.com. 
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About Avaya

Avaya enables businesses to achieve superior

results by designing, building and managing their 

communications networks. Over one million 

businesses worldwide, including more than 90 

percent of the FORTUNE 500®, rely on Avaya 

solutions and services to enhance value, improve

productivity and gain competitive advantage.

Focused on enterprises large to small, Avaya is a

world leader in secure and reliable IP telephony 

systems, communications software applications and

full life-cycle services. Driving the convergence of

voice and data communications with business

applications – and distinguished by comprehensive

worldwide services – Avaya helps customers 

leverage existing and new networks to unlock value

and enhance business performance.

reach

a higher plane
of communication
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