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Inside 
Cloud Outages Hurt  - By Jeannie Coleman 

‘The Cloud’ is a wonderful thing, but it can make users feel very 
small sometimes. When outages occur, what do you do? It’s not 
like when a server goes down in your server room. There, you 
can call the IT Director and get a problem update. If the Director 
says that they need to finish something else before they get to 
the problem, you can upgrade the priority and demand ‘all 
hands on deck’. With a Cloud outage, who do you call? Once 
you reach someone, what do you say? When it comes right 
down to it, you’re pretty much helpless and at the whim of their 
priorities. Here’s a list of important outages from 2016 and the 
pain they caused. 

Convergence of Cellular and WiFi - By Bill Tracey 

We think of large towers or rooftop antenna arrays when we 
talk about Cellular Base Stations and we think about small self-
contained boxes the size of a smoke detector when we talk 
about WiFi Access Points. Technology advancements are reduc-
ing the size of cellular antennae and the ‘base-station-in-a-box’ 
is now realistic for the new generation ‘femto-cells’. These de-
velopments  could become a game changer in how cellular and 
W-Fi designs will coexist in future. Here are our predictions.  

Is Technology the Wrong Answer?  - By Peter Aggus 

We all understand the desire for the latest technology. When 
the first iPhone came out, many executives wanted one, which 
led to IT managers becoming over run with requests for help 
with their new toys. Applications had to be devised to work the 
way the iPhone technology could support – which became a 
classic case of ‘the tail wagging the dog’. We all know that 
choosing the Technology first is a poor business ‘answer’ and 
can lead to embarrassing results. However ignoring technology 
is not the answer either. Here are some examples of what can 
go wrong and how to learn from them. 

Avaya in Chapter 11 By Ellen Koskinen-Dodgson 

We hear the word ‘bankruptcy’ and we assume the worst. When we heard “Avaya is in 
Chapter 11”, everyone immediately thought of Nortel’s story, which wasn’t pretty. People 
speculate about everything and anything: will Avaya disappear? Will Avaya be tangled in 
legal issues that will cripple maintenance and support of existing products? Is all of our 
investment in Avaya (and the former Nortel) equipment doomed? Here’s our advice on 
how you should react. 

Read More 

What is your rooftop worth? 
Antennae can be seen on building rooftops everywhere. 
You may have wondered how much money carriers are 
paying building owners for permission. 

You might be surprised to learn that some building own-
ers receive nothing, while others are paid more than one 
hundred thousand dollars per year. 

Some use contracts written by the carriers, while some 
write their own...but aren`t sure if they`ve included all 
important requirements. 

If you`re curious, ask us for a rooftop value checklist or 
ask us to explain our full suite of radio consulting services 
including: . 

 RF coverage review - handheld radio, cellular, WiFi 

 Coverage improvement advice 

 Contract review and negotiation 

 Safety Code 6 Assessments 

E-mail: ellen@tmcconsulting.ca 

or call:  Ellen at 604-506-2905 

http://www.tmcconsulting.ca/
mailto:ellen@tmcconsulting.ca


company to a software and 
services company, which are now 
75% of our revenue 

 Our contact center business leads 
the industry in global sales 

Our goal is to: 

 Reduce overall debt 

 Lower the cost of debt servicing 

 Industry Says 
Citibank has given a vote of 
confidence in underwriting $725 
Million to support the process.  

Financial media are predicting an exit 
from Chapter 11 within 60 days.  

Industry experts  are concerned. 
Chapter 11 legally applies only to US 
operations, but problems in the US 
will mean problems in Canada.  This article is reproduced from the  January, 

2017 edition of  TMC’s Advisor 
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Chapter 7 vs. 11 

In US bankruptcy law, debts are 
treated differently, depending on the 
type, or Chapter.  While there are 4 
different chapters (7, 11, 12 and 13) 7 
(liquidation) and 11 (restructuring 
debt) are the most common.   

Chapter 11 allows a debtor (Avaya) to 
negotiate improved terms (interest 
rates, duration, total debt) to improve 
their financial viability. If the creditors 
don’t agree to a ‘reasonable’ proposal, 
the courts can impose the new terms.  

Avaya Says 

We are confident that we can emerge 

from this process a stronger, healthier 

company that is better positioned to 

address our customers needs. The 

path we have chosen is a reflection of 

our burdensome debt, not the 

strength of our operations. 

Our business is healthy and 
performing well:  

 Operating profitability has 
improved in each of the past six 
years 

 We are successfully transforming 
from a hardware-focussed 

Ellen Koskinen-Dodgson is President and Managing Partner of TMC IT and Telecom Consulting Inc. She is an IT and 
Telecommunications Management Consultant, electrical engineer, author, speaker, media resource and Expert Witness.  

Avaya in Chapter 11   
By Ellen Koskinen-Dodgson 

We hear the word ‘bankruptcy’ and we assume the worst. When we heard “Avaya is in Chapter 11”, 

everyone immediately thought of Nortel’s story, which wasn’t pretty. People speculate about 

everything and anything: will Avaya disappear? Will Avaya be tangled in legal issues that will cripple 

maintenance and support of existing products? Is all of our investment in Avaya (and the former 

Nortel) equipment doomed? Here’s our advice on how you should react.   

The lack of a  verified plan with all of 
the creditors means that the process 
might not be quick and the outcome 
might be different than Avaya is 
hoping for.  

While some Chapter 11 processes do 
work smoothly, the classic case of 
Nortel causes people to worry. It took 
many years and ended with the 
dismantling and disappearance of the 
company. 

Plan B  
There is no guarantee of the final 
outcome of Avaya’s Chapter 11 
process. However, Avaya  
understands that a major portion of 
their cash flow depends on support 
from existing customers for renewal 
of maintenance agreements, system 
expansions and upgrades. So they will 
make every effort to provide 
reassurance to customers through 
their decisions. 

And just in case, customers should 
develop a non-Avaya ‘Plan B’. 



Other Big Outages 

Some other big outages of 2016 

included:  

 Verizon data center (power 

outage) January 14, multiple 

hours 

 Twitter (faulty code), January 19, 

8 hours  

 Office 365 email, January 19, 

more than a week, similarly in 

February 

 Salesforce (storage problem in 

Europe), March  3, 10 hours. On 

May 10, they lost 4 hours of 

customer data 

This article is reproduced from the  January, 
2017 edition of  TMC’s Advisor 
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Cloud Outages Hurt   By Jeannie Coleman  

‘The Cloud’ is a wonderful thing, but it can make users feel very small sometimes. When outages 

occur, what do you do? It’s not like when a server goes down in your server room. There, you can call 

the IT Director and get a problem update. If the Director says that they need to finish something 

else before they get to the problem, you can upgrade the priority and demand ‘all hands on deck’. 

With a Cloud outage, who do you call? Once you reach someone, what do you say? When it comes 

right down to it, you’re pretty much helpless and at the whim of their priorities. Here’s a list of 

important outages from 2016 and the pain they caused.  

 Symantic Cloud Security Services 

portal, (database problem), 24 

hours 

 Apple Cloud retail and backup 

services  (iTunes and App stores), 

June 2, multiple hours 

 Amazon Web Services Australia 

(power outage) , 10 hours 

 Verizon Cloud (major 

maintenance) Jan 11, 40 hours 

 Google Compute Engine IaaS, 

February 18, 1 hour 

What to Do 

First, customers need to make best 

efforts to negotiate what contractual 

protection they can (SLAs, penalties, 

etc.). Further, they are advised to 

establish a plan that allows them to 

operate for several days while 

disconnected from the cloud. 

The Most Painful 

SSP Worldwide, provider of the Pure 

Broking software as a service to 

insurance brokers , caused an uproar in 

the insurance business. 

Insurance Business Magazine says 

“Two weeks on from the first 

downtime that occurred on August 26 

and it appears there is still no clear 

idea as to when all brokers will be 

able to return to doing business via 

the SaaS platform. 

“The situation is appalling but the 

worst part is SSP’s refusal to provide 

any meaningful updates. SSP 

Worldwide stands accused of 

misleading users about the robustness 

of its disaster recovery regime.” 

Then in November, there were two 

more outages. 

These outages left brokers unable to 

track renewals, obtain quotes, trade, 

and purchase products for customers. 

Many brokers are expected to file  

compensation claims. 

Jeannie Coleman is a business analyst, researcher and project management team coordinator. 



infrastructure is converging such that 
any cellphone will be able to receive 
cellular service from these new dual 
mode Access Points without needing 
to be able to switch to VoIP over WiFi. 

Inter-Cell Handover 
Just as with WiFi, Cellular service relies 
on a structured design where each 
base unit must use a different 
frequency than neighbouring units 
use. Unlike current WiFi, cellular 
technology allows users to move from 
cell to cell without losing a call. This 
must be controlled by the carrier and 
is the most complex part of a cell 
network design. Because of the way 
that every cell interacts with its 
neighbours, new cells cannot simply 
be added to an existing structure. 

Convergence of Cellular and WiFi By Bill Tracey 

We think of large towers or rooftop antenna arrays when we talk about Cellular Base Stations and we 
think about small self-contained boxes the size of a smoke detector when we talk about WiFi Access 
Points. Technology advancements are reducing the size of cellular antennae and the ‘base-station-in-a-
box’ is now realistic for the new generation ‘femto-cells’. These developments  could become a game 
changer in how cellular and W-Fi designs will coexist in future. Here are our predictions.  

They must be 
assigned channels that integrate with 
what exists and this often means 
major redesigns. 

Licensing 
Currently, only the Cellular operators 
are licensed to operate cellular base 
stations. This strictly includes 
amplifiers and distribution systems 
designed to relay cellular signals. 
Uncontrolled deployment of 
transmitters in cellular bands could 
reduce the service to the sort of chaos 
we often see with badly designed 
WiFi. 

The Future 
No Canadian carriers have yet 
announced deployment plans for this 
converged technology. However they 
are certainly all considering it. 
Shopping malls and sports arenas are 
examples where small coverage areas 
work best—as we have seen with WiFi 
deployments at Olympic venues. 

A technology solution exists, which 
needs  only  major improvements in 
network design. Time will tell which 
carriers are up to that challenge. 

This article is reproduced from the January 
2017 edition of  TMC’s Advisor 
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Big Antennae Shrinking 
An antenna used to mean a big 
structure with a mesh reflector and a 
long cable to link back to the 
transmitter/receiver electronics, which 
were housed in a large room at the 
base of the tower. Designs have 
improved and most current lower 
power systems  are moving to active 
antennae with all the RF electronics in 
the antenna box. The uplink to the 
carrier’s network is now simply an IP 
bridge link that can easily be provided 
over an internet-type service. All the 
traditional base station equipment to 
handle calls, handoff etc. is remote 
from the antenna site—making these 
new small cells very similar to their 
WiFi cousins. Needing just power and 
IP service makes it possible for cell 
sites and WiFi APs to share the same 
box—creating a new generation of in-
building or community wireless service 
points. 

Converged Service 
For some time now there have been 
dual-mode phones that can act as a 
cellphone outside and as a Voice over 
IP (VoIP) handset when connected to a 
WiFi service. Carriers offering this 
service can even allow a call to roam 
off cellular onto WiFi when the 
handset picks up WiFi internet. What 
we are now seeing is that the network 

Bill Tracey is a radio systems Design Engineer and consultant with over 25 years of experience with all types of radio systems. 

He is a trusted advisor to post-secondary, municipal, emergency services clients. 



departments hated the product. Users 
liked the innovative touch screen—as 
compared to their standard 
Blackberry devices (which were secure 
and business feature rich but not a 
contemporary design). 

If design is important (which it is to 
executives but is not included in the 
business device specification) then the 
solution should have been to update 
the spec to reflect evolving user 
needs. 

What happened instead was a 
corporate clampdown to try to force 
compliance with business needs. 

The Cellphone 
When it first came out, the cellular 
phone was a technological 
masterpiece. However, in many ways, 
it solved a problem that businesses did 
not know they had. 

This article is reproduced from the January 
2017 edition of  TMC’s Advisor 
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Is Technology the Wrong Answer? By Peter Aggus 

We all understand the desire for the latest technology. When the first iPhone came out, many executives 
wanted one, which led to IT managers becoming over run with requests for help with their new toys. 
Applications had to be devised to work the way the iPhone technology could support – which became a 
classic case of ‘the tail wagging the dog’. We all know that choosing the Technology first is a poor 
business ‘answer’ and can lead to embarrassing results. However ignoring technology is not the answer 
either. Here are some examples of what can go wrong and how to learn from them.  

Yes, there was a 
small need for mobile 
communications but most business 
was predicated on desk phones and 
not communicating on the move. As a 
result the cellphone’s advantage did 
not meet a current business need and 
many businesses fought against its 
use as an ‘expensive luxury that was 
not needed’. 

As history has shown, the need was 
eventually accepted and most 
executives now have cellphones. 
Perhaps the new question is why the 
need for desk phones. 

Getting It Right 
These examples are historic, but the 
core issue will recur. New generation 
executives will expect to work in new 
and innovative ways that will stretch 
the traditional understanding of 
business needs. 

What needs to change is those 
perceived sacrosanct needs—they 
must evolve to adapt to new 
requirements and opportunities 
provided by technology. Improved 
‘tails’ can influence ‘dog’ evolution. 

Tails and Dogs 
The hardware devices and support 
networks that we employ in our work 
all combine to provide ‘technology’ 
that supports our work. Sometimes 
we wonder if it does support our work 
or if we have to adjust how we work to 
comply with the needs of technology. 
Whilst advanced technology is 
essential to a modern efficient 
business, it is important not to forget 
WHY we need it. It is not the 
technology that we need but rather it 
is what the technology permits us to 
do that is important.  

Sound design starts with a need (the 
‘dog’) and evolves into how that need 
can best be supported (the ‘tail’). 

The iPhone 
The original design of the iPhone was 
aimed at replacing the keyboard with 
a touch screen and producing a sleek 
looking device that would set the 
standard for future portable devices. 
Its problem was that the original 
version was strong in design but weak 
in support features—something not 
relevant for the initial target audience 
but something crucial for business 
users. The lack of back-end support for 
business needs (like security, VPNs 
and encryption) was central to why IT 

Peter, as an engineer & technology management consultant, has developed innovative & cost-effective solutions for clients in many industries. 
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