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Alone,

We are Powerful. 

Your business is in a constant state of change. 

What was good enough yesterday, may be holding

you back today. You need to integrate your people,

processes, and technology into a single system

capable of staying one step ahead of change.

Built around an impressive line-up of reliable, 

industry-proven systems, storage solutions, and 

networking devices, HP’s adaptive enterprise 

model represents a new way of thinking about IT. 

You need an adaptive
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Storage
Cost-effective solutions for 

managing every phase of the 

data lifecycle.

Storage Works 
Modular SAN Array 1000 Starter Kit
� Up to 6TB of Rack Space
� Support for WIndows, NetWare, Linux,
UNIX, and OpenVMS operating systems

STARTING AT $15999

Together,

We are Unstoppable.

Creating your own adaptive enterprise is easier than you

may think. Call your PC Connection Account Manager

today to find out how.

enterprise. You need HP.
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+

ProLiant ML

For maximum internal 

storage and I/O flexibility

STARTING AT $1549

Servers
ProLiant DL
Density optimized for 

flexibility and manageability

STARTING AT $1149

StorageWorks Tape

Autoloader Eliminate missed

backups by automating your daily

backup process

STARTING AT $8600



The right management can increase
the storage capacity of your existing infrastructure.

BrightStor® Storage Management Software
More hardware can’t solve increasingly complex data storage problems. That’s why BrightStor storage management

software has a full suite of products to manage every aspect of storage, from maximizing capacity to easy data access.

The result is lower cost of ownership and higher ROI. BrightStor is also seamlessly integrated and automated, so you

can focus on business, not details. To start making the most of your IT storage environment, call PC Connection today.

Out of
Space

© 2004 Computer Associates International, Inc. (CA). All rights reserved.

Tons of
Space

BrightStor Storage Management Software
STARTING AT $129.95
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UTSOURCING IS A hot topic in
information technology circles
today. Increasingly, businesses

of all sizes are finding that outsourcing
some or all of their IT functions makes
financial sense. In addition, done properly,
it can improve efficiency and make critical
data more accessible and safer.

But like any opportunity, IT outsourcing
raises a host of questions. What are the
advantages and pitfalls? What functions
should I outsource, and what should I
keep in house? What’s the best way to do 
a cost-benefit analysis? Where do I find 
an outsourcing partner that best fits 
my business, and how do I manage 
the relationship?

To help you better understand
outsourcing, we’ve put together a special
report in this issue of Connect. We have
stories and information designed to give

you a better overall picture of the most
current trends, products, and technologies
and the collective wisdom of those who’ve
already taken the plunge and succeeded.

At PC Connection, we welcome this
rising interest in outsourcing. As a
complete IT solutions provider, we’re
ready to work with businesses and
organizations to help optimize the value
of their technology budget. Our Account
Managers can advise you if outsourcing is
right for you, and then set you up with the
correct program and partners.

For more than 20 years, PC Connection
has been an industry-leading provider of
IT products and services. We built our
business with product knowledge, expert
advice, and toll-free tech support before,
during, and after the sale.

Today, we employ teams of certified 
on-staff experts in areas ranging from
networking to wireless communications.
We can also guide you through our
extensive network of third-party service
providers. Our goal is always to find a
complete and cost-effective IT solution
that’s right for you and fits your budget.

As the cost of maintaining equipment
becomes a more substantial portion of
your IT budget, we want to make sure you
can rely on us to reduce not only your
equipment costs, but also your service and
maintenance costs. Feel free to give us a
call and we’ll assess your needs and give
you the  scoop on how outsourcing might
help your IT department.
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There’s gutsy new engineering inside the Sony VAIO® Z1 Series notebook–no strings attached. With wireless connectivity in its
blood, it’s the first ever specifically designed around Intel® Centrino™ mobile technology. The result isn’t just a sleeker 
profile, but a PC that packs big performance, even when you take it on the road. Like watching DVD movies. CD burning.
And photo editing. All of which are backed by up to 1GB RAM and a 60GB hard drive.1 Varoom!

REMARKABLE.
A PC ENGINEERED LIKE A SPORTS CAR,

NOT A COMPACT CAR.

©2004 Sony Electronics Inc. All rights reserved. Reproduction in whole or in part without written permission is prohibited. Sony, the Sony logo,VAIO, and the VAIO logo are trademarks of Sony. Intel, Intel
Inside, the Intel Inside logo, Intel Centrino, and the Intel Centrino logo are trademarks or registered trademarks of Intel Corporation or its subsidiaries in the United States and other countries. Microsoft
and Windows are trademarks of Microsoft Corporation. Features and specifications are subject to change without notice. 1.Gigabyte means one billion bytes when referring to hard drive capacity. Accessible
capacity will vary and a portion of hard disk space is reserved as a recovery partition.

Sony recommends Microsoft®

Windows® XP Professional 
for Mobile Computing.
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VAIO Z1 Series
STARTING AT $2099

©2004 Polycom, Inc. All rights reserved. Polycom and the Polycom logo are registered trademarks and VSX is a trademark of Polycom, Inc. 
in the U.S. and various countries. All other trademarks are the property of their respective owners.

Style that belongs in a Museum of Modern Art.

Substance that’s unmistakably Polycom.

Introducing the Polycom VSX™ 3000 video conferencing system for the executive desktop.
The style you want. The performance you deserve. The incredible VSX 3000 has it all. With unparalleled TV-quality video
and crystal clear CD-like audio, you can make the greatest impact without leaving the office. This easy-to-use video 
conferencing system has another amazing advantage – it doubles as your PC monitor. With an ultra-large screen yet
sleek, small footprint, it’s perfect for executive suites and remote offices. But what else would you expect from Polycom?
No other company offers you integrated video, voice, data, and Web communications that allow you to connect, 
conference, and collaborate any way you want. It’s our commitment to making distance communications as natural and
effective as being there. Maybe even better.

Only $3999 #5085091
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FEATURES
Outsourcing:
In or Out 28
Small and midsize companies are suddenly finding IT outsourcing
options tailored for their specific needs. Learn how to determine what
stays and what goes, and how to craft an arrangement that fits just
right. PLUS: My Turn PC Connection’s IT guru Mike Davis gives his
two cents on how to make outsourcing work.

Supercharge Your Sales
Force 36
Looking for a cheap, no-fuss way to invigorate your sales team? The
new breed of hosted sales force automation (SFA) tools might just be
the answer.

Reining in Wi-Fi 40
Sure, WLANs promise the utmost in flexibility—but only if the 
proper controls and security options are in place. Learn how some
companies are getting the benefits, while minimizing the risk.

Don’t Let a Good
PC Go Bad 44
Don’t fall victim to sloppy security. It’s easy and
inexpensive to protect your own PC from 
intrusions, and failing to do so hurts you—and,
more important, others—in cyberspace.

How Are We Doing? 48
With new Web-based customer feedback tools, small and midsize
companies are finding out, without expensive research, just how 
customers feel about their products and services.

40
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“Technology allows us the perception 
that we are invisible” and that no one 
can see what we’re doing—or rather, not
doing—when it comes to security. PAGE 47

DEPARTMENTS

From the Top 3
Threads 9
Don’t be baited by phish, a new form of
spam. … How to keep productivity up in 
the event of a server outage. … Put storage
management on your radar screen.
PLUS: Fun Threads New “wristtop”
from Suunto. … GarageBand, Apple’s new
“studio in a box.” … DVRs: Soon to be
everyone’s new appliance.

Digital Living 18
Gaming for Grownups It’s not just kids who
are obsessed with online games. More and more
adults are tuning in.

Customer Profile 22
One-Stop Marketing Shop How HealthSTAR’s
multi-company business runs as one.

Customer Profile 24
Equal Opportunity Education White Hat’s
high-tech charter schools give inner-city kids an edge.

Snapshot 64
XML is ready for primetime. Here’s what you 
need to know.

Cover: Illustration by Mirko Ilic.
TOP LEFT: VIKTOR KOEN; LEFT: TAVIS COBURN;
RIGHT: STEVE BURNS.
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FREEDOM IN BUSINESS
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we have your brand.™

©2004 PC Connection. All rights reserved. PC Connection is a trademark of PC Connection, Inc. or its subsidiaries. All other trademarks remain the property of their respective companies.

THE 4.9LB. TECRA M2 CORPORATE PC  

STARTING AT $1399
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HISH, SADLY, is not
the jam-band quartet
of the same name that

sent legions of 20- and now 
30-somethings into nomadic
raptures; it’s a new, particularly
virulent form of spam that goes
“fishing” for personal data by
masquerading as legitimate 
e-mail asking for personal
identification numbers, credit
card numbers, Social Security
digits, and so on.

Phish takes spam to the next
level by sending out legitimate-
sounding e-mails that direct
users to fake Web sites that

appear to be those of banks,
insurers, retailers, and credit card
companies. To date, phish’s
greatest hits include well-
publicized scams involving
Citibank and PayPal.

The newest one is an e-mail
purportedly from no less an
authority than Microsoft Corp.
itself. The e-mail tells recipients
they’ve been hit by a virus and
need to update their systems.
Unwary users are directed to a
Web site, which opens a nice
back door into corporate data.

“Is this something corporate
IT should be worried about?”
asks Clarence Morey, product
marketing manager at Internet
security firm NetIQ in Houston.
“Absolutely.” Thankfully, Morey

says, the double-
barreled approach

of vigilance and
education should

help squash phish
outbreaks inside

companies. That
means that in addition

to the standard
firewall, anti-spam, and

other security apparatus,
IT departments need to
educate employees about
never opening attachments
and treating e-mails from

strangers with kid gloves.
For the latest news on phish,

check out the Web site
www.antiphishing.org.
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Project off schedule and over budget?
You’re not alone. Only 16 percent of 
IT projects are completed successfully,
according to Mark Gould, director of
management development programs
at Boston University’s Corporate 
Education Center.

To help bring those numbers up a
bit, Gould and his colleagues have
developed a new competency model
that urges managers to tackle projects
with a combination of traditional 
technical skills and general business
skills such as accounting and finance.

Gould suggests project managers pay
attention to things such as observable
skills and 360˚ feedback assessments,
to get an accurate picture of the talent
pool before building a project team.

For more information, visit
http://butrain.bu.edu.

Putting the
People Back
in Projects

PROJECT MANAGEMENT

45%

40%

15%
traditional
desktops

notebook and
tablet PCs

thin clients,
handhelds,
custom devices

Phish has left its home in the consumer pool and is
heading for the waters of corporate America.

Stop Phishing
SPAM DESKTOP DECLINE? By 2006,

notebooks, tablets, and other
portables will edge out the 
desktop’s dominance. SOURCE: Meta Group 
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The complete design environment 
for print and Web publishing 
Th e Adobe Creative Suite is an integrated 
design environment that combines 
the most complete upgrade in Adobe’s 
history—featuring full new versions of 
Adobe Photoshop® CS, Adobe Illustrator® 
CS, Adobe InDesign® CS, Adobe GoLive® 
CS, and Adobe Acrobat® 6.0 Professional 
soft ware—with innovative fi le-management 

features, a smooth Adobe Portable 
Document Format (PDF) workfl ow, and 
comprehensive design resources. Create 
and publish content for print and the Web 
faster and more easily than ever before—
all at an outstanding value. Th e Adobe 
Creative Suite is everything you need for 
all that you can imagine. 

Adobe Systems Incorporated 345 Park Avenue, San Jose, CA 95110-2704 USA www.adobe.com

Adobe, the Adobe logo, Acrobat, GoLive, Illustrator, InDesign, and Photoshop are either registered
trademarks or trademarks of Adobe Systems Incorporated in the United States and/or other countries.

© 2004 Adobe Systems Incorporated. All rights reserved. Printed in the USA.
95002103 9/03

Creative Suite Premium 1.1

UPGRADE ONLY $749.95
#4862505 (Win)

FULL VERSION ONLY $1149.95
#4862556 (Win)

HEN A SERVER
fails and there’s a
hiccup in service,

it’s more than just an
annoyance. Server downtime
is one of the most visible
culprits of lost worker
productivity, thus
responsible for thousands
of dollars of waste.

That’s why it’s become
even more critical that
small and midsize
companies invest in some
form of a high-availability
solution to keep downtime to 
a minimum. According to one
calculation by Ferris Research, Inc.,
a market-research firm in San
Francisco, a year’s worth of outages
that reduces staff productivity by 50
percent will cost $95 per mailbox, or
$47,500 for a server with 500 users
(that’s assuming a labor cost of $39
an hour). Outages that occur during
off-hours may reduce that impact by
half. In either case, though, we’re
not talking chump change.

Ferris outlines a few common
approaches to dealing with 
server outages:
� Spare servers. Ferris recommends

keeping spare hardware on the
ready to function as a backup
server in the event of a hardware
failure. Administrators will have
to perform a restore of the system
from a tape or other media. The
upside is this approach prevents
outages while waiting on a repair.

The downside: There’s a delay 
in restoring the image from the
backup media.

� Traditional server clusters.
A spare “failover” server is linked
up to one or more active servers
so if one fails, the “failover” is
automatically brought into play.
This approach is quicker than 
one that requires restoring from
backup, but it is more expensive
and requires a higher level of
server management skills.

� Multiple boundary relays.
Failure on servers that act as
Internet gateways have the
greatest impact because they
route messages for an entire
organization. Ferris analysts say
larger companies should consider
having multiple SMTP or relay
servers to provide redundancy
and load balancing.
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Store it up Think of 
it as California Closets
for corporations.

IT managers now have
something else to over-
see—a storage manage-
ment infrastructure.
Data storage is becoming
an even more distinct
operational discipline,
argue analysts from
Meta Group, a Stamford,
CT, market-research
firm, and a storage 
infrastructure can give
corporations agility they
might otherwise lack.

To get a handle on all
that data, Meta Group
says IT should:
� Define human roles
and responsibilities 
(get ready to manage a 
“storage policy director,”
“storage architect,” and
“storage administrator”);
� Identify and evaluate
storage-management
tools (namely, a central
repository and appli-
cations that identify,
allocate, configure, and
deploy storage assets);
and
� Understand the stor-
age taxonomy (that’s
knowing the difference
between “adaptive
storage resources,”
and, say “storage tier
optimization”).

There now, don’t you
feel organized already? 

W

Follow these guidelines to prevent lost 
productivity due to server outages.

Fighting Downtime
SERVER MANAGEMENT

THREADS

60%
Bystanders

25%
Experimenters

5%
Full Exploiters

10%
Committeds

MOVING OFFSHORE Despite the hype,
most Fortune 1,000 firms have not jumped on
the offshore outsourcing bandwagon—yet.

SOURCE: Forrester Research, Inc.

BYSTANDERS, who are doing nothing or are just starting to 
investigate the potential of going offshore.
EXPERIMENTERS, who have relationships with offshore vendors for
small projects, but haven’t made it a key element of their IT strategy.
COMMITTEDS: Using offshore outsourcers for mission-critical 
development services.
FULL EXPLOITERS: Developed global outsourcing as a core skill.
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“InfraStruXure™ responds to 
today’s healthcare environment.”

Seth Sladek, Data Center Manager,
Cambridge Health Alliance

Optimize the availability of your healthcare IT applications.
How? With InfraStruXure™, on-demand architecture for network-critical
physical infrastructure (NCPI). InfraStruXure is a complete data center
solution. It incorporates power, cooling, racks and physical structure,
security and fire protection, cabling, and the management and 
servicing of these elements into a modular, building-block design.

Increase reliability

Design an inherently redundant power and cooling system based on
integrated, pre-tested, standardized components. Receive predictive
failure alerts to eliminate problems before they occur.

Quickly recover

Modular, hot-swappable components make the system easy to 
service and maintain, while integrated cabling reduces human error,
the number one cause of downtime.

Maximize availability at a lower cost

Scalable InfraStruXure allows you to respond to changing power and
cooling requirements without custom electrical work. Convert non-IT
spaces in a few weeks with little or no physical construction.

Why rely on antiquated NCPI to support newly implemented,
mission-critical healthcare information systems?

Learn more about InfraStruXure™ today. Call your 
PC Connection Account Manager at 1-800-998-0071
or visit us online at www.pcconnection.com/apc.

• Disaster Recovery Sites 

• Blade Server Applications

• Converted Spaces

The InfraStruXure™

High Density Configuration 
is a patent-pending hot aisle containment system 
that cools up to 20kW of blade servers in a single enclosure.

The InfraStruXure
High Density

Configuration is
ideal for:

“Our systems must be available 24x7 
to deliver critical patient care information quickly 
to the doctors and nurses in our network....”

Introducing
InfraStruXure™

High Density 
Configuration

InfraStruXure Solutions Starting At $2399

Gadget geeks the world over think of Dick Tracy as their
childhood über-hero, but even Dick’s pre-modern, two-
way, walkie-talkie wristwatch never pulled news off the 
Net—mostly because there was no Net.

All that’s changed now: Suunto Inc.’s, N3 “wristtop” lets
wearers get a steady stream of news from Microsoft’s MSN

Direct subscription service. The 2.2-ounce unit can pull down
news headlines, detailed weather reports, and stock prices,

and it can receive (but not yet respond to) instant messages sent from 
MSN Messenger. The Suunto watch costs $300, and the subscription news 
service is available for $9.95 a month in select areas. For details visit
www.suunto.com or www.msndirect.com.

ORGET daydreaming
about cutting your own
music CD. Why not give it

a whirl with GarageBand, the latest
in Apple Computer, Inc.’s easy-to-
use series of iLife applications that
leverage technology to make
hobbies such as photography
(iPhoto) and music (iPod and
iTunes) accessible—and an
addiction—to anyone semi-
proficient with a Mac.

Touted as a “studio in a box,”
GarageBand lets people with no
musical training (or even those with
a decent background) enter the
world of a virtual recording studio.
Right at your fingertips are
hundreds of musical instruments,
prerecorded loops, special audio
effects, and features that function as
a bona fide sound engineer to help
you control everything from volume

level to the mixing of tracks. You can
even record your own compositions
and jazz them up with GarageBand
simply by plugging your guitar,
keyboard, or microphone into your
Mac and putting the software’s
features to work.

While GarageBand has capabilities
that even a seasoned musician can
appreciate, it is not a substitute
for a professional recording
application. But at a $49
price (for GarageBand and
the rest of the iLife
applications), it’s almost a
no-brainer for anyone with
the slightest interest in
jamming. With a little
practice, who knows,
the rest of us wannabes 
might just discover what 
it takes to become 
a superstar.
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Long and light 
What are road warriors
seeking in a laptop?
Something that’s
painless to lug around
and something that
stays powered long
enough so they can
work effectively on 
the road.

IBM is betting its new
ThinkPad X40
notebook line fits
just that bill. The
redesigned X40,
which weighs
in at 2.7 lbs.
(almost a full
pound lighter than
its predecessor, the 
X31 ThinkPad), raises
the bar in terms of
portability, while adding
a spate of new
functions. The X40’s
smaller footprint
doesn’t skimp on
keyboard and screen
size. The keyboard has
the same dimensions
as the X31, and the
screen remains
unchanged at 12
inches. Pricing starts 
at $1,499.

Extras include an 
8-cell battery that
allows for 7.5 hours
of use, and when
combined with a battery
loaded in the docking
station, the X40 can
stay powered up for a
full day. If you’re willing
to forgo the movies,
think about how much
you could get done on
an overseas flight!

F

MUSIC

FUNTHREADS

Music Maker

GADGETS

LADIES OF FORTUNE 53% of all online
gamblers in the United States are women.
Why? They prefer having the gambling
experience without having to travel, dress
up, and deal with social interactions.

Better than Dick’s?



Introducing New HP ProLiant Servers 
Featuring the High-Performance AMD Opteron™ Processor

HP ProLiant DL145

• AMD Opteron™ processor 200 Series 
– Up to Model 248 (2.2GHz)

• Supports up to 16GB RAM

STARTING AT $1599

HP ProLiant DL585

• AMD Opteron™ processor 800 Series 
– Up to Model 848 (2.2GHz)

• Supports up to 64GB RAM

STARTING AT $8299

Optimize the performance of your 32-bit applications while getting the benefits of a 64-bit environment.

The new HP ProLiant DL585 and DL145, featuring the AMD Opteron™ processor, provides the power

needed to drive next-generation server capabilities. And based on industry-standard solutions, the 

HP ProLiant DL585 and DL145 are exceedingly flexible and scalable to fit seamlessly into your network,

now and many quarters down the road. Big or small – setup is simple.
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KEEP YOUR BUSINESS AND IT BUDGET IN STEP WITH CHANGING TECHNOLOGY

AMD, the AMD Arrow logo, AMD Opteron, and combinations thereof, are trademarks of Advanced Micro Devices, Inc.

To learn more about the HP ProLiant DL585 and DL145 servers powered 
by the AMD Opteron processor, contact PC Connection.

HO’S MALE, affluent, and
nurtures a love of satellite TV?
Today, that describes the one

in 40 U.S. households (about 7 percent),
which own a digital video recorder (DVR).
By 2009, however, DVRs, and not just the
much loved TiVo system, will land in
nearly 44 percent of homes, far beyond
those of the early technology adopter
elite, according to a new study by
Forrester Research Inc., a market-research
firm in Cambridge, Mass.

The expected surge in popularity is due
to a number of factors. The once pricey
and relatively unknown piece of
electronics gear is now nearly a
household name and can be purchased for under a couple of hundred
dollars. DVR wannabes, as Forrester calls them, are hungry for DVR
capabilities, including skipping commercials, pausing live TV, and easily
recording all episodes of a given show. But perhaps the biggest boost to
DVRs is the cable companies’ decision to make DVRs a standard part of 
their cable services over the next few years.

With that kind of roll-out strategy, you can forget about your TiVo-envy.
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Online faithful Use the
Internet to shop, sure.
Surf the Web to find
information, definitely.
But what about going
online for faith-related
reasons?

According to a
national survey 
conducted by the 
Pew Internet & 
American Life Project
(www.pewinternet.org),
the practice is more
common than you
might think. Nearly
two-thirds, or 64%,
of all Americans going
online (nearly 82 million
Americans) have, at one
time or another, done
so for some sort of 
religious activity, from
sending holiday-related
greeting cards to 
making donations to 
religious groups.

By jaQ Andrews and Erik Evensen
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ELECTRONICS

FUNTHREADS

DISCONNECTED

CUTTING EDGE George Lucas fans take note: Check
out the legendary  film maker’s feature film debut with
THX 1138: The George Lucas Director’s Cut DVD, to be
released September 14. THX 1138, which initially came
out in 1971, attracted a cult following for its portrayal 
of a disturbing, futuristic world. Go to www.thx1138
movie.com for more info on the upcoming flick.

TiVo for
the Masses



*Based on DDS-4 tape comparison. Compressed capacity assuming 2.6:1 data compression with “high” compression on Iomega Automatic Backup Pro software. This capacity may vary since 
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compression is data and software dependent. Copyright © 2004 Iomega Corporation. All rights reserved.

Say goodbye to tape drives. For a fraction of the 

cost, the Iomega REV drive gives you removable 

storage with hard disk performance that’s up to 

7x faster. With 35GB/90GB (compressed) disks 

you can backup your data, protect your 

system and save everything*.

THE IOMEGA DRIVE 

saveeveryth ing.com

NEW
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ONLY 
$378.95
#4780500



Gaming for
Grown-ups

DIGITAL LIVING BY TRACY MAYOR 19
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ICHAEL SPRAGUE has
a social life, honest, he
does. On weekends,

he’s happy to head out to dinner
with his wife or catch some live
music with friends. During the
week, though, after eight hours 
in the office and a pile of dinner
dishes, the 34-year-old Sprague is
too beat to do much more than
kick back in front of the screen.

But like a growing number 
of adults his age, Sprague isn’t
vegging out in front of the TV
screen. He’s engaged with
another kind of screen—his
computer screen, immersed in
the interactive war “shooter”
game, Ghost Recon, playing with 
as many as 36 other people from
all over the world.

“Whatever type of game 
you’re into—sports, car racing,
whatever—you can find
somebody online that’s into it
too,” says Sprague, a partner with

System and Network
Engineering, a network
management consultancy in
Beverly, MA. “It’s a whole new
level of interactivity.”

Gaming isn’t just for slackers
anymore. A recent study by the
Entertainment Software
Association (ESA) found that the
average age of game players 
is now 29 years old, a decade 
and more beyond the pimply
adolescents most often
stereotyped as gamers. Men age
18 and over represent the largest
group of gamers at 38 percent.
However, girls, women, and aging
Baby Boomers are all getting in
on the act as well. Girls between 
6 and 17 make up 12 percent of all
gamers, for example; women 18
and older account for 26 percent
of the total gaming population;
and a full 17 percent of game
players are over age 50, up from 
13 percent in 2000.

“With half of all Americans
playing computer and video
games, the signs point to
interactive entertainment as the
entertainment choice of the 21st
century,” declares ESA President
Douglas Lowenstein.

So what’s the allure of gaming
for the so-called mature set? For
openers, gaming is easier than
ever before: Cheap, powerful PCs
are a staple in an ever-increasing
number of homes, broadband
Internet connections are fast
becoming ubiquitous, and in
many households, state-of-
the-art gaming systems are
considered as much of an
entertainment necessity as a DVD
player or cable television. As fans
point out, gaming is interactive
and challenging in all the ways
that, say, television viewing or
newspaper reading isn’t. And let’s
not forget, GenXers and those
younger than them grew up on
video games.

Stu LeBeau is one male in the
prime demographic (he’s 31)
who’s mostly given up on
television. The reason? He can
find better reality online than 
he can on the networks.

“On TV, everything is trying 
to be a reality show, but to me,
that’s not interesting,” says
LeBeau, senior Web visual
designer at PC Connection, Inc.,
in Marlow, NH. “Online, there’s 
a level of realism that keeps 
me interested.”

LeBeau wouldn’t be drawn 
to the game he’s into—Project
Gotham Racing, which he plays 

on his Xbox system—if it were
merely a chance to push a few
buttons and make a car go fast.
It’s the sophisticated reality of
the game he likes. “You can swap
engines, try out different gear
ratios, put different tires on
different cars,” LeBeau ticks off.
“We’re doing what the real
mechanics do.”

Lorien Carney, 30, likes gaming
so much, she went and made it
her day job. She’s always been
drawn to computers and gaming,
she says.

Now Carney’s one of the
people in charge of online
community relations at Turbine
Entertainment Software. The
Westwood, MA., company
develops Asheron’s Call and
Asheron’s Call 2: Fallen Kings, part
of a new breed of massively
multiplayer online games

(known as MMOGs) that allow
thousands of players to adopt
characters and interact in an
online medieval world.

Asheron’s Call 2 attracts a
healthy percentage of female
players, Carney says. “It’s
interesting. The women often
take on organizational roles,” 
she observes. “They like to start
allegiances and become
matriarchs, that sort of thing.”

As for Carney, she and her
fiancé both game in their spare
time, but only rarely in the same
online universe. “We try not to
get into each other’s space,” she
says philosophically. “If we 
want to be together, we go 
do something outside in the 
real world.”

Tracy Mayor writes frequently
about technology and business.

M
More adults are tuning out TV for a better reality show: Interactive online games.

What’s the best way to get game? Choose one of
the gaming systems that are flying off the shelves
nationwide, or soup up a PC system and get ready
to rock your world. Your choices:

PlayStation 2 by Sony 
Computer Entertainment America
PRICE: About $179
HIGHLIGHTS: 300MHz processor for
enhanced clarity and maximized graphics;
Dolby Digital 5.1 theater-quality sound.
EXTRAS: Doubles as a CD/DVD 
player; accepts original 
PlayStation games.

GameCube by Nintendo
PRICE: About $99
HIGHLIGHTS: High-capacity optical disk;
four controller ports.
EXTRAS: Game Boy Advance handheld systems
plug into the Cube; plays Game Boy games as well.

Xbox by Microsoft Game Systems
PRICE: About $179
HIGHLIGHTS: Powerful graphics,
real-time Dolby Digital 5.1 surround
sound, speed, and intensity.
EXTRAS: DVD capability; Xbox Live 
online subscription option.

Performance PC by various manufacturers
PRICE: About $2,000 and up
HIGHLIGHTS: Build-your-own capabilities allow you
to choose the fastest processor, top-of-the-line
graphics card, high-res screen, and solid sound 
system. Companies such as Falcon Northwest,
Alienware, and Velocity Micro specialize in 
game-optimized machines.
EXTRAS: Can also be used as a high-end business
or home computer system.

Got Gear?

“With half of all Americans
playing computer and video
games, the signs point to
interactive entertainment as
the entertainment choice of
the 21st century.” —Douglas Lowenstein

ESA President 



INSTALL A 2TB NAS SERVER 
IN JUST 5 MINUTES
Snap Server 4500 with Snap 
Disk 10 and FREE Controller Card   
#5085939  $7799

ENTRY-LEVEL AND HIGH-AVAILABILITY
FIBRE CHANNELS STORAGE SERVER
IBM FAStT200 HA Storage Server
#451928 $11,999

STARTS SMALL, GROW TO 6TB 
IN 10U OF RACK SPACE
HP MSA 1000 Starter Kit 
#4951250  $15,999 

SAN-READY SCALABLE 
RAID CONTROLLER
Sun StorEdge 3510 Series SAN Arrays 
#472379  STARTING AT $23,995

FAST. FLEXIBLE. INFINITE SCALEABILITY.

(Just like our storage solutions.)

TAPE DRIVES HARD DRIVESTAPE AUTOMATION

TAPE AUTOMATION FOR THE
PRICE OF A SINGLE TAPE DRIVE
Exabyte VXA-2 PacketLoader 1X10,1U   
#470253  $2451 

THE MOST RELIABLE LTO-2 
SOLUTIONS AVAILABLE
Certance CL 3200 LTO-2 Autoloader
#4765983  $7725 

DISK-BASED SYSTEMS THAT 
CAN ACT LIKE TAPE DRIVES
Overland REO 4000 Backup Accelerator  
#5088671 iSCSI  $13,399 

SAVE IT. BACK IT UP. 
TAKE IT ALL WITH YOU.
Iomega REV 35GB/90GB* Drive
#4780500  $378.95 
*Compressed capacity. Capacity may vary 
and is data and software dependent.

AIT: THE SMARTER CHOICE FOR BACKUP
Sony External AIT-3 Tape Drive –SCSI   
#433181  $3029 

UNPRECEDENTED SDLT CAPACITY
AND TRANSFER RATES
Quantum SDLT External Drive   
#470110  $5599 

DESKTOP-CALIBER HARD DRIVE
PERFORMANCE FOR YOUR NOTEBOOK
Hitachi Deskstar HD 
80GB w/3MB Cache   
#455897  $74.95 

SCSI-LEVEL PERFORMANCE 
AT A FRACTION OF THE COST
Seagate Momentus 2.5-Inch HD
40GB w/8MB Cache
#4777079  $144.95 

INDUSTRY-LEADING INTERNAL CAPACITY
Maxtor Atlas 10K IV 36.7GB HD  
#419985  $144.95 

MASSIVE 1TB EXTERNAL DRIVE
LaCie d2 Bigger Disk HD 
#4816269  $1199

� Disaster recovery strategies

� DAS, NAS, and SAN solutions

� Certified SAN architects

� Certified network engineers and specialists

� Advanced pre- and post-sales technical support

� State-of-the-art, in-house storage lab

� On-site installation and integration

SAN & NAS

©2004 PC Connection. All rights reserved. PC Connection is a trademark of PC Connection, Inc. or its subsidiaries. All other trademarks remain the property of their respective companies.

THE WORLD LEADER IN WINDOWS 
DATA PROTECTION
Veritas Backup Exec™ 9.1 
for Windows Servers   
#4744058  $489.95 

COMPLETE PROTECTION FOR WINDOWS 
SERVERS AND CROSS-PLATFORM CLIENTS
Computer Associates BrightStor®

ÅRCserve Backup for Windows
#4814714   $503 

TAKE BACKUP & RECOVERY

TO THE NEXT LEVEL

Look for a partner with a 22-year record of fast project 

turnaround times. A team with a deep bullpen of 

certified network engineers and SAN architects, and 

a nationwide network of on-site integration partners.

In order to keep costs low and ensure overnight access to

mission-critical equipment, choose a company with at least 

a billion dollars in buying power.

Before you choose an IT provider for your next storage 

project, make sure they have the same speed, flexibility,

and infinite scalability that you seek in your storage solution.

Choose PC Connection.

Before you choose an IT provider

for your next storage project, make

sure they’re able to give you every

possible advantage.

EVERYTHING OVERNIGHT®

STORAGE  SOFTWARE

It’s all backed up, but can you get it back?
Disaster Recovery Software manages your data backup 
hardware by performing backups and organizing files 
so they can be easily and quickly restored.

Stay ahead of your backup window
Disk-to-Disk Backup Solutions enable you to backup 
and recover data much faster than tape-based alternatives.

Moving beyond server-based storage
Switching to Storage Area Network (SAN) architecture
enables faster backups, increased capacity, and greater 
data control.

Give users what they want when they want it
Network Attached Storage (NAS) simplifies file sharing 
and offloads storage tasks from your application servers,
enhancing overall network performance.

Better backup that requires LESS effort
Tape Drives and Tape Automation offer one of the most 
cost-effective ways to backup large data volumes. Automated
tape solutions make backup easier by automatically initiating
backups and swapping cartridges for you.

Add some drive to your data driven enterprise

High-performance Hard Drives increase data reliability in
desktops and servers, reducing data-recovery frequency.
Redundant configurations also eliminate many single points
of failure in your backup and recovery system.

800-998-0071

we have your brand™
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Equal
Opportunity
Education

CUSTOMER PROFILE BY BETH STACKPOLE 

RBAN SCHOOLS in
decay, a chronic high-
school dropout rate,

and a highly unskilled workforce.
That’s the epidemic White Hat
Management LLC is battling
using management efficiencies,
strong partnerships, and a
healthy dose of state-of-the-art
computing capabilities. Its goal:
To give school-age kids in inner
cities an education alternative
and a chance for the same type 
of safe, nurturing learning
opportunity available to their
suburban peers.

Started in 1998 by industrialist
David Brennan, White Hat is now
the fourth largest charter school
operator in the United States,
overseeing the education of
16,000 students in 32 schools
across Ohio as well as in Phoenix
and Denver. It employs 1,300
teachers, staff, and administrators
and offers the full complement of

education management and
school operation services. As a
charter school option, White
Hat’s programs are offered as
open enrollment and tuition free
to the communities it serves
based on availability.

“Our belief is that there’s hope
for every child, not just those
from two-parent families who
can come to school prepared to
learn with all the right support at
home,” says Mark Thimmig, CEO
and president of White Hat
Ventures, the parent company,
in Akron, OH.

White Hat is delivering that
hope through a variety of school
programs. The most widespread
are the HOPE Academies, 12
elementary schools set up in
urban Ohio in former parochial
school buildings, which were
taken over by White Hat and
revitalized. The curriculum, while
leveraging computer technology,

is more traditionally book-driven.
More unique to White Hat are

its 19 Life Skills Centers, an
alternative high school operated
in Ohio, Arizona, Colorado, and
two coming online in a few
months in Detroit. These
programs, which serve over 10,000
high-school dropouts, employ a
full computer-based curriculum
so students can move forward 
in their studies at their own 
pace. Each student has access to 
a desktop PC and a secure,
Web-based learning management
system. Teachers play a support
role. Students are required to
participate in a vocational
program and find and maintain 
a full-time job for three months
prior to graduation. The prize:
A bona fide high-school diploma,
not an equivalency certificate.

The other pieces of White Hat’s
educational lineup are also
heavily technology driven. This
summer, the company is opening
the doors to a new High Tech
High in Cleveland, OH, which will
cater to ninth and tenth graders,
with other grades added over
time. The $1 million-plus
renovation project utilizes state-
of-the-art wireless laptops, Web
access, and computer-based
instruction, giving students the
ultimate in learning flexibility.
White Hat also oversees the Ohio
Distance and Electronic Learning
Academy (OHDELA), which
provides a computer-based K–12
curriculum, Internet access, and 
a PC for more than 2,000 Ohio
families. The company has also

U
White Hat’s charter schools leverage technology to give inner-city kids an edge.

“Our belief is that there’s hope for
every child, not just those from
two-parent families who can come
to school prepared to learn with 
all the right support at home.”

—Mark Thimmig
CEO and President
White Hat Ventures
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opened digital streaming
production studios to bring
distance learning to the 
corporate sector.

White Hat’s ability to find the
right partners is critical to its
success. PC Connection, Inc.,
White Hat’s primary computer
and electronics supplier, has been
critical to making the technology
side work. PC Connection
facilitates distribution and
logistics and ensures that each
system is ready to go, right out 
of the box, says Roy Berlocker,
White Hat’s director of purchasing.

Technology will always remain
at center stage. Says Thimmig:
“It’s all about student
empowerment—about telling
students they can learn at their
own level and at their own pace.”

Schooling: Bachelor of 
Science in education;
Masters of Educational
Administration (MSEA)
Experience: Taught public
school for 11 years; has
taught college-level courses
in politics and history for

the past 20 years.
Connection to education:
“I enjoy continuing to be part of the
process—part of helping students
learn and giving them the tools they
need to learn. I still have the sense
that I’m helping.”

What’s unique about White Hat?:
“Most charter schools are looking for
the best and brightest [students].
But White Hat has set up a business
model and an educational model 
to provide attention and assistance
to people on the lower end of the
social/economic spectrum. They’re
helping the students that the public
system has failed or who have 
failed in the public system. There’s 
a lot of support for the kids and 
their families.”

PC CONNECTION VITAL STATS

Stuart Sanborn
Executive Account Manager

DELIVERING HOPE:
White Hat‘s Mark Thimmig (left)
and Roy Berlocker (right)



1Based on an IDC study of seven Red Hat Linux and IBM xSeries customer implementations assessed over a three-year time frame at a discount rate of 10%. “Linux and Intel-Based Servers:
A Powerful Combination to Reduce the Costs of Enterprise Computing,” IDC white paper, sponsored by IBM and Red Hat Corporation, May 2003. Results achieved may not be typical. Actual
customer experience may vary. 2Additional charges apply. Standard support includes next-business-day response in some countries. IBM, the e-business logo, eServer, the eServer logo and

IT’S 
PAYBACK 

TIME.
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Not only are IBM eServer xSeries systems 
powered by Intel Xeon processors, they raise the
question, how high can you make your ROI?

5 reasons more and more businesses are turning to IBM eServer™ xSeries® systems with Intel Xeon processors.

Want a server with an impressively high return on investment? Try a Linux-ready IBM eServer xSeries system 
with powerful Intel® Xeon™ processors. An IDC study of several companies running Linux on xSeries servers revealed
that these companies realized a high average ROI of 504% over three years. And, in most cases, they achieved 
payback of their initial investment in less than three months.1 That’s ROI in a jiffy. For an IDC white paper on Linux 
and On Demand, visit ibm.com/eserver/advantage

Scale 1–16 way with select
models. Pay as you grow.

24/7/365 optional onsite
hardware support.2

Broadest line of servers that
run Linux in the industry.

Mainframe-inspired
technologies.

IBM Director systems
management.

xSeries are trademarks or registered trademarks of International Business Machines Corporation in the United States and/or other countries. Intel, Intel Inside, the Intel Inside logo and Intel
Xeon are trademarks or registered trademarks of Intel Corporation or its subsidiaries in the United States and other countries. Other company, product and service names may be trademarks
or service marks of others. © 2004 IBM Corporation. All rights reserved.

IBM eServer xSeries
STARTING AT $499



AS THE OLD ADAGE goes, medium-size
businesses never stay that way for long: They
either grow into large businesses, get acquired,
or wither on the vine. � While all that growth 
is good for the business, it can be hell on the
IT department. Sooner or later, it’s nearly
inevitable that even the most self-sufficient
technology shops will find themselves
overwhelmed with work and ready to give
outsourcing a long, hard look for the first time.
As larger U.S. companies find themselves
entangled in the debate over the ethics and
economy of offshore outsourcing, midsize firms
are quietly discovering the domestic market for

The key is to align
what’s outsourced
with the company’s
mission. Here’s how.
WRITTEN BY TRACY MAYOR | ILLUSTRATION BY MIRKO ILIC

INOR
OUT

OUTSOURCING
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“Understand your motives behind wanting
to outsource before you begin.”

outsourcing has suddenly become a whole lot more
hospitable to their needs. Having spent the past
couple of years squeezing as much business as they
can from the small-office-home-office market
(SOHO), outsourcers of all sizes and specialties are
now taking a renewed interest in medium-size
businesses (“MSBs”)—which is good news indeed
for companies with a few hundred employees or less.

It’s good because done right, outsourcing can
help IT in these shops, which typically have big-
company technology challenges with low-budget
resources to solve them. Outsourcing can help these
companies’ already stretched IT staffs maintain
competitive focus, enhance their technical skill sets,
and cut costs. Companies willing to do a little
legwork up front—for example, making a good
business case for outsourcing and then taking the
time and care to choose a vendor and structure an

agreement that works with their specific needs—can
bring strategic and economic benefits to their entire
organization.

Outsourcing works best, though, when it’s part 
of an overall company-driven strategy—not just a
haphazard or one-off decision. While it’s tempting
to offload particularly odious or tedious tasks, IT
and the entire organization are better served by
aligning outsourcing with the company’s overall
mission. What that means is managers, ideally 
from both information technology and other key
business areas, need to ask some hard questions 
of their organization to get the most from any
outsourcing decision. In IT terms, that means first
analyzing its current structure, prioritizing systems
and tasks, and then analyzing the risks and benefits
of outsourcing for each.

“Understand your motives behind wanting to
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Medium-size businesses are
like the Goldilocks of the
outsourcing world—it’s hard
to find something that fits
them juuuuust right.

Small businesses, with
their straightforward
technology needs, are often
happy to turn over some or
all of their IT function to a
capable, experienced outside
service provider.

On the other end of the
spectrum, large businesses
have the monetary clout to
demand just what they need
from the biggest super-
providers in the business.

Now, as outsourcers of all
shapes and sizes begin to

tailor their offerings to 
the middle of the market,
medium-size businesses are
finally getting some choices
of their own. And like
Goldilocks, their options
generally fall into three
categories, according 
to a new study from Meta 
Group, a Stamford, CT,
market researcher.

Market leaders These
brand-name behemoths—
names like IBM, CSC, EDS,
Accenture, and SAIC—have
been rolling out variants of
their services aimed at the
mid-market. Much like 
what’s available to larger
corporations, these offerings
combine a full range of
technical capabilities with

business process integration
and vertical-market expertise
at price points more friendly
to midsize companies.
Smaller businesses may,
however, have a hard time
capturing their full attention.

Technologists These firms
tend to specialize in one area
of the outsourcing arena—
offshore, say, or applications
delivery. Players in this range
include companies like Unisys,
Infosys, TCS, Perot Systems,
and Keane. One note of
caution: By choosing this
route, companies could end
up with multiple, small
outsourcing contracts instead
of having one agreement 
that covers the spectrum 
of their needs.

Niche providers There
are hundreds of companies in
the niche end of the market.
These companies target 
specific vertical markets
(banking or health care, for
example), discrete
geographic locations, or
specific customers, including
small and medium-size
businesses. This class of
outsourcer probably offers
the most symbiotic
relationship for smaller
businesses, but companies
need to be diligent about
making sure their provider 
of choice has a viable
business plan as well as
financial stability.

Who to turn to? 

Web
Hosting

Software
Technical Support

Hardware
Technical Support

Server/Host
Management

46% 44%
34%

24%

outsource before you begin,” advises Ed Quintana,
director of remote managed services at Oxford
Corp., an IT consultancy and outsourcer in Beverly,
MA. “Are they financial? Part of a corporate
philosophy change?” Having that underlying goal
articulated, he says, will help clarify other decisions
in the process.

What stays, what goes
In the past couple of years, IT departments have
worked hard to align themselves more strategically
with the goals of the business, and outsourcers have
followed suit with more strategy-oriented services.
That means that, in addition to such bread-and-
butter services as application development and
network maintenance, leading vendors are now
offering services to align IT with business processes
like payroll or finance and to pull together once-
disparate technology and business departments.

That kind of convergence is of particular
importance for small and medium-size businesses:
For one, they typically have smaller IT departments,
staffed with generalists rather than specialists. And
secondly, smaller businesses often don’t have the
cash cushion that their larger cousins enjoy, which
means that one misaligned project or process has
much greater potential to damage the firm’s overall
well-being.

Even so, the bottom line is still king: IT managers
in small and medium-size businesses are most apt
to outsource when it offers gains in focus, speed, or
cost reductions, according to a recent report from
Gartner, Inc., a Stamford, CT, market-research firm.
Most frequently, IT managers opt to either
outsource the high end (specialty services or 
one-time projects) or outsource the low end—
the day-to-day, mundane tasks to which they’d
rather not dedicate too much people power.

At Phoenix’s Sky Harbor International Airport—
the fifth busiest airport in the world for takeoffs and
landings—the Technology Development Section
outsources specific projects, leaving its permanent
staff to concentrate on core responsibilities. “If it’s
highly specialized, we outsource,” explains airport
spokeswoman Deborah Ostreicher. “The role of our
full-time, permanent IT staffers is to be expert
generalists, and [the section executive] functions
like a project leader,” she says.

Security is one good example of this strategy,
Ostreicher says. “We’re always looking at the newest
technologies—eye scanners, finger scanners, what
have you. We have the ideas of what technologies we
want, then we outsource when it comes to the
actual implementation,” she explains. The
advantages to this approach are multiple. The
airport is able to work with the best and brightest
for particular projects without adding to the
headcount, and it allows IT to simultaneously run
daily operations and steer longer-range projects.

On the other end of the spectrum are technology
departments that offload desktop support, database
or Web hosting functions, or discrete tasks like
network tuning in order to concentrate on strategic
and mission-critical systems. IBM is one service
provider going after that very market. The company
has in the past few years reached out to the SMB
marketplace by making tailored versions of its
traditional corporate services available to smaller
companies, including offerings such as desktop
management services; infrastructure resource
management; and application hosting for such
popular enterprise software systems as SAP’s ERP
(Enterprise Resource Planning) and Seibel CRM
(Customer Relationship Management) applications.

Enterprise applications are indeed a hot area for
outsourcing. According to a study just released by
the Yankee Group, a technology research firm in
Boston, the top three applications that medium-size
businesses are most likely to outsource are payroll,
accounting and financial management, and
customer-resource management.

Hardware maintenance, e-business,
communications, networking, and specialty 
projects are all frequently outsourced as well,
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WHAT TO SEND OUT?
Midsize companies say they’re
most likely to outsource...
SOURCE: Gartner, Inc.
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Control Your Servers from
Anywhere in the World

OmniView ENTERPRISE Quad-Bus
Series Remote IP Console

STARTING AT $829

Provide Simultaneous Server Access 
for up to 4 Administrators

OmniView ENTERPRISE Quad-Bus Series 2x 
KVM Switch with Micro-Cabling Technology

STARTING AT $419

Protect Systems Against Power
Damage while Centralizing Control

OmniGuard Rackmount UPS
STARTING AT $389

To the untrained eye, you appear to be 
sitting at your desk hard at work resolving
some local issue. In reality, you are standing
in front of every server in your enterprise,
ready to strike down any problem with the
speed of an IT super hero.

The name of your super power is OmniView.

OmniView KVM switches enable a single
keyboard, monitor, and mouse to control up
to 256 systems and servers. You save money
by eliminating redundant peripherals,
freeing up desk space, and greatly reducing
electrical and heat loads. You also save 
time by responding to single or multiple
crises faster than if you had to walk
between servers.

Cape, Cowl, and Tights are Optional

BE EVERYWHERE AT ONCE
WITHOUT LEAVING YOUR DESK
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and data from Meta Group, another Stamford, CT,
research firm, says high-end outsourcers are
engaged most frequently to provide such services 
as application configuration, development and
maintenance, business service integration, and
management consulting.

Getting the best agreement
Once you’ve decided what to outsource—and know
what your goals for the arrangement are—it’s time
to shop for a partner and an agreement you can live
with. To get a deal that contributes the most to your
corporation’s interests, analysts and executives
suggest you consider a few key points:
Ask Questions. Does the provider have clients in
the same size range as your company? Does it bring
to the table either horizontal knowledge—database
expertise, say—or vertical-market know-how—
health care, energy, or finance, for example—that’s
relevant to your company? Are they interested in
your firm’s big-picture goals as well as the IT
details? Are they readily willing to provide
references? (When they do, check them!) Also, make
sure you query your provider about the partners
they will bring on to service your account. Their
performance depends on these relationships, so 
it’s essential to cover all of your bases.
Do the Math. Make sure to build into your
contract service-level agreements or other metrics 
to ensure your outsourcer is delivering the services
and support it promised. Vendors typically want
blanket, multi-year contracts. Don’t let this dissuade
you from asking for exactly what you want.
Especially in tight times, outsourcers should tailor
their offerings to fit your needs, not the other 
way around.
Make It Work. Articulate both up and down the
chain of command why you’re outsourcing, what 
it brings to the company, and why you chose the
provider you did. Appoint an internal, senior-level
person as a relationship manager.

Appealing as outsourcing may be, experts say
companies should never outsource their core
business—that’s giving away the keys to the castle.

If you manufacture widgets, that means keeping the
widget-design system in-house. In a similar vein,
IT executives should tread carefully when making
architecture and infrastructure decisions with an
outsourcer, lest they get locked into someone else’s
packaged IT model that won’t work for their
company down the road.

Finally, analysts caution, whatever they decide 
to outsource, IT managers at small and midsize
businesses in particular shouldn’t wash their hands
of the tasks. Most companies in this sector are in
growth mode, so they’re in a unique position:
They’re on track to become big companies, thus
their IT departments should grow accordingly.
When that happens, they often decide to bring
many services back under internal control. And 
that won’t work if IT has handed over everything 
to an outsider.

Tracy Mayor writes frequently about technology,
management, and business.
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The Measure of Success
You’ve done your homework, crunched the 
numbers, chosen the best vendor for your 
company’s IT needs. Now all that’s left is to 
ensure that your partnership stays on track.

The best way to make sure that happens is 
to build service-level agreements (SLAs) or key 
performance indicators (KPIs) into your contract.
These concrete metrics help ensure the work 
is being delivered on time and up to snuff.

Some common metrics include speed of 
implementation, average response time of critical
applications, number of help-desk calls fielded,
and average time on call.

Once all your metrics are in place, experts offer
one last bit of advice: Don’t rely solely on numbers
to ensure top performance. The very best
client/outsourcer arrangements are built upon
carefully nurtured human relationships. –T.M.

MAKING THE DECISION
To get the most from outsourcing, examine these key decision points:
Strategy. Know why
you’re outsourcing 
and what you expect
to gain from it.

Evaluation. Define
your requirements 
up front.

Selection. Identify
partners that can meet
your business needs.

Contract devel-
opment. Define
service levels and detail
payment models.

Management.
Monitor the outsourc-
ing relationship and
adjust when necessary.



The Ins and
Outs of IT
Outsourcing

MY TURN BY MIKE DAVIS

S A LEADING provider
of IT solutions,
PC Connection

maintains a substantial 24/7 
IT operation. As Vice President 
of Information Services, Mike
Davis’s job is to make sure the
company has the data-crunching
power to process and ship
thousands of orders each day.
We spoke with him recently
about the benefits and pitfalls 
of a hot issue—IT outsourcing.

What role does IT outsourcing
play at PC Connection?
I’m a believer in peak staffing.
By that I mean having enough
people to do the business of 
PC Connection on an ongoing
basis—to keep the data center
running, to do most projects 
in a planned fashion. We use
outsourcing for supplemental
staffing needed for projects that
don’t necessarily require

permanent employees to develop
or support. Basically, it’s another
pair of hands that can focus
primarily on getting that job done.

What’s an example of how 
PC Connection has used 
IT outsourcing?
A good one is the major upgrade
we made recently to our Web
sites. We couldn’t accomplish it
alone because it required a huge
staffing spike. The spike would
eventually go down, and you
could go forward from there. But
to get the job done and move our
sites to a new e-commerce
platform, we relied on
outsourcing, and it worked.

What are the economics involved
in IT outsourcing?
In most cases, staffing costs are
the key. I just ran the numbers,
and from a systems development
perspective, I know what our

costs are per person per hour,
fully loaded, for personnel in 
our department. If I were to
outsource any of that work and
get a good deal, I’d be paying
between $50 and $100 an
hour over my in-house cost.
So if I can keep a person busy
2,000 hours a year, then it’s much
more economical for me to own
them. If I can’t do that or it’s a
project involving a temporary
staffing spike, only then does it
make sense for us to outsource.

Outsourcing is hot, but it’s
not new. What lessons have 
been learned?
If you think back in time, there
was a period when Ross Perot’s
company, Electronic Data Services
(EDS) was going gangbusters.
People were turning over their
whole backroom systems to EDS
because they could do it better,
they could do it cheaper, the
whole litany. Today, many, if not
all, of these companies have
come full circle and brought it
back to themselves because it
was too expensive and they 
lost control.

From my experience, I am
challenged when people talk about
the advantages of IT outsourcing
offshore. If a company is a for-
profit organization and you’re
running a good IS shop—a 
tight budget, well-managed IS
organization—I don’t know how
somebody can do it cheaper than
I can do it—and cover their
overhead and make margin.

A
Straight talk on a timely topic from PC Connection‘s VP of Information Services.

“You shouldn’t turn the keys
to the kingdom over to some
outsiders to deal with.”

If I don’t do significant software
development, should I consider IT
outsourcing?
If your company is in the SMB
space with five servers and 
20 desktops, then outsourcing 
your hardware maintenance
makes total sense. If you have
some applications, outsourcing
makes sense because of the 
size. Because you can’t keep a
person busy all the time, and 
it’s more economical.

Is outsourcing the way to go with
installing and integrating new
technology or systems?
I would outsource absolutely, as
long as the outsource provider
would support a knowledge
transfer. For example, when we
upgraded our Web platform, one
part of the deal was that the
outsourcer would support the
transition of knowledge to our
staff. And that worked well—so
well, that we are now moving to

implement a significant further
upgrade, and it’s all being done
by our people.

How do you manage the process
of IT outsourcing?
You shouldn’t turn the keys to
the kingdom over to some
outsiders to deal with. For a
company this size, if you go out
and say to someone, “Do such
and so for me,” and you don’t
know what they’re doing, and
you walk away—I’m sorry,
you’ve just screwed yourself.
They’ve done whatever in your
backroom, and your internal 
staff is going to take it on and
maintain it, and they don’t know
what’s transpired.

When it’s time to outsource IT
projects, how do you manage
expectations within your
permanent team?
From an operational perspective,
oftentimes an IT staff will

welcome outsourcing because 
it’s going to help them move a
technology forward. As long as
they can manage it, and as long
as the training component is
taking place to ramp people up,
then it can work. From a software
development perspective, it’s a
little bit more of a challenge.
There’s still a lot of pride of
ownership and a concern about
the quality of code that someone
else is going to write.

Is outsourcing for all
organizations?
It comes back to size, and back 
to the comment on a sustainable
staffing level. How good and
efficient is your IS shop? 
Also, a key question is with
whom you do business. It’s all 
about relationships.
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KEEPER OF THE KINGDOM:
Davis advises against turning
over all efforts to outsourcers
to avoid getting burned.



Supercharge

ANXIOUS TO REV UP your sales team now
that the economy is getting better? If you’ve
held off buying a sales force automation
(SFA) application, now is the time to jump in.

Unquestionably, the way to go these days
is hosted CRM. With this option, companies
can pay less than $100 per user to essentially
rent and use an application over the
Internet. You won’t have to contemplate
buying, installing, upgrading, and
maintaining the software yourself, and
there are no infrastructure upgrades needed
either. Forget worries about downtime.
SFA/CRM application service providers
(ASPs) such as salesforce.com take care of
all that for you. And with giants such as
Microsoft Corp. and Siebel Systems, Inc.
getting into the hosted CRM space, there 
are more options than ever.

Using salesforce.com was the ultimate
no-brainer for Christopher Cabrera, senior

vice president of operations at Callidus
Software Inc., an incentive management
software vendor in San Jose, CA. In
exchange for a mere $80 per head, per month,
Cabrera gets the ultimate in convenience.
“If I want to add more people, I just throw
them a few more licensing dollars.
I don’t have to worry about upgrades or
maintenance, and our IT guys don’t spend
two minutes on this,” says Cabrera.

Overcoming resistance
Not every salesperson is as enthusiastic as
Cabrera and his team about embracing
SFA/CRM, hosted or otherwise. While the
category has been around in some shape 
or form for over 20 years, the same hurdles
remain: How to get sales folks to actually
take advantage of the systems. Many 
don’t like to use a tool that requires them 
to change the way they work; others worry
that sharing sales leads with co-workers 
and managers will lead to less money in
their pocket.
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Your  Sales Force

Hosted CRM is a cheap, no-fuss way to get
your sales team the powerful tools they
need to win. WRITTEN BY LAUREN GIBBONS PAUL | ILLUSTRATION BY BRIAN STAUFFER
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1. BASED ON TESTS WITH AMD'S OPTERON VS. 3.2GHZ XEON RUNNING LINUX, AMD OPTERON RAN 45% FASTER ON SPECWEB 99SSL — BASED
ON PUBLISHED DATA FROM WWW.SPEC.ORG 1/22/04. FOR SOLARIS, OS MICROBENCHMARKS  PERFORMED AN  AVERAGE 42% FASTER ON AN
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PRICES QUOTED ARE IN U.S. DOLLARS. * TOLL-FREE NUMBER AVAILABLE IN THE UNITED STATES, CANADA AND INTERNATIONAL AMERICAS ONLY.

©2004 SUN MICROSYSTEMS, INC. ALL RIGHTS RESERVED. SUN, SUN MICROSYSTEMS, THE SUN LOGO, JAVA, SOLARIS, AND SUN FIRE ARE
TRADEMARKS OR REGISTERED TRADEMARKS, AND IFORCE IS A SERVICEMARK, OF SUN MICROSYSTEMS, INC. IN THE UNITED STATES AND
OTHER COUNTRIES.

From a technology standpoint, these concerns
have mostly been mitigated. The lighter-weight,
hosted SFA/CRM products have achieved ease-of-
use where traditional applications, such as Siebel,
fell off because they were designed from the 
ground up to meet the needs of the road warrior.
Salesforce.com, NetSuite, and Salesnet “follow the
Microsoft Word model. You can figure out how to
use them in five minutes. They’re that simple; that
intuitive,” says Ian Jacobs, principal analyst, CRM,
for Current Analysis Inc., a market research firm in
Sterling, VA. Another advance: Most of these
systems have role-based analytical capabilities,
so only sales managers can get an overall view of
prospects in the pipeline. Sales reps can’t view the
information to steal each other’s leads.

As head of the sales organization and a longtime
sales guy himself, Cabrera loves that particular
capability. He can hop onto the salesforce.com Web
site at any time and see where things stand. “I can
look at our pipeline by rep or region—that is hugely
powerful to me,” he explains.

Nevertheless, even Cabrera concedes that his
salespeople sometimes grumble, for all the old
reasons, about having to use salesforce.com. But
not using the system is not an option. “No rep loves
to use these systems—that’s in their DNA. But they
have to make sure their boss is happy,” says Cabrera.

Rajil Vohra, general manager of sales for RS
Software in Alpharetta, GA, chose NetSuite in part
because of ease-of-use. “Usage has not been a
problem,” says Vohra. Still, he did not skimp on
training the sales reps prior to implementation.

Training is critical, according to Laura Preslan, an
analyst at AMR Research, Inc., in Boston. The key is
presenting the SFA/CRM application to the sales rep
in the context of the sales order process, not simply
as a tutorial on how to navigate the system.

One of the biggest benefits of the new class of
hosted CRM applications like salesforce.com is the
addition of business intelligence and analytical

tools that have surfaced over the last year.
Integration and customization are also 
major trends.

For Cabrera, there is no comparison between
using a hosted application vs. trying to run it in-
house. “We have had no downtime. I’m paying 
a few thousand dollars to use this every month,” 
he says. “This is insignificant compared to the 
value it’s given me.”

Lauren Gibbons Paul has more than 15 years 
of experience as a writer for publications such 
as eWEEK, CIO, and Network World.

SALES GUY: Hosted tools
help Callidus’s Cabrera
pump up his sales team.
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CRM: Sales tactics
AMR Research, Inc. estimates the CRM market
(which includes SFA) will reach an astounding $10.8
billion this year, up from about $9.8 billion in 2003.
Companies planning to invest should consider these
key priorities:
� Buy into customer analytics. If you don’t already
have a tool to help analyze which customer-buying
data can help improve the efficiency of your 
marketing campaigns, get one.
� Segment your customers. Use analytics to
discover who your most profitable customers are.
Then lavish them with attention and special offers.
� Clean up messy pricing processes. Today’s buyers
are much more savvy about what products and 
services should cost. Tie supply and demand
together through effective pricing practices.
� Improve sales effectiveness. Spend CRM 
dollars on configuration, guided selling, sales
methodologies, and other tools that will help
reduce the cost of sales.

“No rep loves to use these
systems—that’s in their
DNA.But they have to make
sure their boss is happy.”



WLANs promise the utmost in flexibility, but without
the proper controls and security options, they 
can wreak havoc. Here’s how to mitigate the risk.
WRITTEN BY LISA VAAS | ILLUSTRATION BY VIKTOR KOEN
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They’re everywhere.
Starbucks has them; McDonald’s has them; and

now, you too can easily pick up your own mini Wi-Fi
network—cheap! Heck, you can even take it to work,
along with your brand-new Windows XP laptop,
which will immediately start sniffing the air for
wireless access like a puppy scents a bone,
regardless of whether you had the foresight to 
bring your equipment to the IT department to 
get security configured.

If you’ve already done that, a pox on your head:
Your equipment has joined the ranks of rogue access
points that are driving IT managers nuts as they try
to secure enterprise networks from the probing of
wireless hackers.

No wonder Mike Bedwell is a paranoid man. The
manager of Public Safety Systems for the City of
Aurora, CO, Bedwell has to keep private information,
such as crime records, property records, and

addresses out of the hands of any wireless user
except for police and fire personnel. Casual wireless
users make that tough.

But for the City of Aurora and for other
organizations, such as universities, hospitals, and
companies that rely on mobile workforces, the
benefits of wireless networks far outweigh the 
risks. The trick to getting the benefits of mobility 
is to understand the risks involved, as well as how 
to mitigate those risks—as opposed to opening
themselves, and their networks, up to a 
security mess.

Security Headaches
Just how scary is wireless? Experts say that it’s
inherently insecure, no matter what vendors say to
the contrary. Weak spots include WEP-enabled
(Wired Equivalent Privacy) devices. WEP was
supposed to make Wi-Fi connections as resistant to
hackers as wired networks, but in fact, the security
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NetShelter® Open Frame Racks 
Economical solutions for wiring closets and 
networking applications — Starting at $689

• Designed to accommodate networking devices such 
as hubs, routers and switches

• Industry standard 7’ high design provides 45U of 
equipment mounting space

• Self-squaring design allows one-person assembly
• Made of high-strength 6061-T6 structural-grade aluminum

NetShelter® VX Enclosures 
Next generation, high-quality enclosures — Starting at $799

• Fully ventilated front and rear doors with enhanced ventilation pattern
maximize airflow

• Overhead, base and side cable access provides easy, integrated cable
management

• Rear Cabling Channel (42”deep versions only) allows for easy installation, 
access and serviceability of both data cables and power distribution

• Available in multiple configurations: 35.5” deep, 42” deep, beige or black

Power Distribution Units 
Distribute, monitor, and remotely control power in rack
enclosures

Air Removal Unit (ARU) 
Heat removal for enclosures in IT rooms and data
center hot spots — Starting at $1399

• Enables up to 7.5kW of power consumption in a rack,
without taking up U space

• Automatic fan speed adjustment leads to greater
energy efficiency

• Dual-power input cords allow the unit to attach to
redundant power sources

• Ducting kit to drop ceiling plenum allows higher temperature from equipment 
exhaust to be delivered directly to A/C return stream

Air Distribution Unit (ADU) 
2U rack-mounted fan unit distributes cool air to rack 
enclosure equipment — Starting at $579

• For racks up to 3kW of power consumption on raised floors
• Adds 30% efficiency air filtration to supply air for equipment intake
• Delivers equalized airflow from the bottom to the top of the rack enclosure with dual fans
• Adjustable depth to fit most leading enclosures

• Basic: Vertically and horizontally mounting with a
range of amps and voltages

• Metered: Ability to monitor the current draw and set
alarm thresholds that when exceeded, provide both 
visual and audible alarms

• MasterSwitch®: Advanced, remote power distribution
and control. User configurable. Users can configure the 
sequence in which power is provided to individual receptacles upon start up

*“Fits Like a Glove” guarantees that all brands of EIA-310-D compliant equipment fit inside.

1
2
3
4

PROBLEMS X-CERTIFIED SOLUTION

Cabling Nightmares

Hot Spots

Blown Circuit Breakers

Brand Incompatibility

Additional enclosure depth for better cable management and power distribution

Optimal cooling distribution and heat exhaust for rack environments

Monitoring of power and environment at rack helps avoid downtime

Vendor-neutral mounting backed up by “Fits like a Glove”* money-back guarantee

New! APC solves top 4 rack problems.

Environmental Monitoring Unit 
Monitors environmental conditions in 
racks and rooms

• Sensors continuously monitor the temperature 
and humidity of environment

• Four user-definable external inputs allow use with sensors for fire, 
water, smoke, unauthorized entry and physical security
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standard can be cracked in a matter of minutes.
Other weaknesses include rogue access points that
may or may not be attempting to tap into your data,
unsecured laptops whose default is to search for a
wireless access point, and more.

For most enterprises, rogue access points are the
biggest headache of all. That’s true for the Cherokee
Nation, says Jon B. James, IT manager for the tribe,
with some 240,000 members. One of the best ways
to avoid rogue access points from compromising 
its vast network, James says, has been to set up
equipment that detects the presence of
undiscovered wireless MAC (Media Access Control)
addresses within frequency range. Other important
steps include limiting physical access to wiring
closets and offices and educating users so they
report on suspicious activity, says James, in
Tahlequah, OK.

Not everybody relies on sniffing out MAC
addresses to protect the WLAN, however. For Ohio
University, these addresses, which are numbers
associated with network interface cards, make it
impossible to associate an individual rather than 
a machine with malicious activity on the network.
“If you have a hacking incident launched from a
particular MAC address, we believe you can’t
prosecute them effectively,” says Todd Acheson,
Internet Systems Group Manager for the
University’s Communications Network Services,
in Athens, OH. “They can say, ‘I wasn’t using that
machine at that time.’”

To get around that snag, the university opted for
Bluesocket Inc.’s Wireless Gateway device. This
device solves the attributable network access
problem by intercepting HTTP connections and
generating log-in challenges for authentication.
That way, his team knows who users are, rather 
than simply which machine is used.

For the City of Aurora, a little problem called
Blaster spelled out how vulnerable the wireless
network was. In October 2003, the worm struck 
the city’s frame-relay network, infecting both the
network and all wireless laptops in fire trucks and
police cars. The incident not only made Bedwell all
too aware of the City’s security vulnerabilities, but
also impressed upon him the key benefits of
wireless technology, particularly for doing software
updates. A worm may have brought down the City’s

forces, but as far as rogue access points go, Aurora is
now immune, Bedwell says. The thanks go to a VPN,
authentication, and strict control over which ports
are open.

Considering all possible threats, it’s not
surprising that experts recommend a multi-tiered
defense. Two-way authentication, in which both the
access point and node are verified, is a first step.
Encryption and authorization, which determines
what resources users can access, are the other two
necessities. “The best you can do is build what
amounts to a multilayer defense mechanism,” says
Stan Schatt, a vice president and research director at
Forrester Research, Inc., in San Diego, CA.

After all that, does the way of the airwaves still
sound too scary? If so, it might help to think of
embracing wireless in these terms: Better to get a
handle on it, before it gets a handle on you.

Lisa Vaas is a veteran technology reporter and analyst
who lives in Mashpee, MA.
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Wi-Fi comes with a plethora of hidden costs.
Consider these:
� While 802.11b promises a 300-foot range, it 
delivers about half that in most environments,
experts say—which means you’ll wind up buying
twice the equipment you thought you needed to
achieve a given coverage level.
� The more users, the more access points 
you’ll need.
� Most companies do a small, initial pilot of a
WLAN—say, with some 10 or 20 access stations.
That’s easy, but the final project may have 6 to 10
times as many stations, which is a whole other
story entirely.
� Authenticating visitors can be surprisingly 
time-consuming. SOURCE: Forrester Research, Inc.

THE REAL DEAL

“The best you can do is build what amounts
to a multilayer defense mechanism.”



DON’T
LET
A
GOOD
PC
GO
BAD

IMAGINE A PARALLEL universe where you
let a stranger who says he loves you into
your home, no questions asked. You accept
gifts from such strangers, even though the
gifts are saturated with disease, and let
those strangers use your property to rob
and harass others across the globe.

Where is this strange world? Look no
further than the computer and broadband
modem blinking away on your desk or 
at the servers in your utility closet. Any
unprotected computer can and probably 
is spreading viruses, spam, or even worse
calamities across the community of the
Internet, even though it takes less than $100
a year and a few minutes a week to prevent
most of the damage.

The problem is that people act by a
different and much looser set of rules on
the Web than they do in real life. Because a
PC doesn’t give you tangible feedback, it
makes it harder to see “that any harm has

Protecting your own PC is
inexpensive and easy.
Failing to do so can hurt—
not only yourself, but also 
others in cyberspace.
WRITTEN BY ROBERT L. SCHEIER | ILLUSTRATION BY TAVIS COBURN



PRO 5060 and PRO 4060

The high-performance PRO Series–SonicWALL’s answer to your network’s 
most intrusive Internet security threats.
Think you’re protected from the persistent invasion of application exploits, worms, and malicious traffic?  Think again. 

The PRO 4060 and PRO 5060 from SonicWALL® provide the most comprehensive intrusion prevention solution at an affordable price, 
boasting exceptional performance even while running other security, mobility, and productivity services. The SonicWALL 
high-performance PRO Series offers unmatched protection from application worms, blended threats, and exploits, including those 
propagated through instant messaging and peer-to-peer applications. These powerful integrated security appliances include Deep 
Packet Inspection with over 1700 signatures in a dynamically updated database. Tenacious attacks on your network are inevitable,
but with IPS, content filtering, gateway-enforced anti-virus, and IPSec VPN, the SonicWALL PROs relentlessly combat threats and
uncompromisingly boost your business productivity.

The SonicWALL high-performance PRO Series. Not just detection…prevention.  Get to work.

To learn more about SonicWALL’s high-performance PRO Series products with IPS—
the mandatory element of network security—contact yourPC Connection 
AccountM anager.

Blocks Everything but Business.
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been caused by your behavior,” says Nancy Willard,
a former attorney, teacher, and consultant, who now
directs the Center for Safe and Responsible Internet
Use, in Eugene, OR. “Technology allows us the
perception that we are invisible,” she contends, and
that nobody can see what we’re doing—or rather,
not doing—when it comes to security.

Downloading music from the Web without
paying for it seems risky because record companies
have tracked down, and prosecuted, some users for
theft of intellectual property. But even seemingly
innocent activities such as downloading free
software can be risky, since the programs might
contain not only viruses but “spyware,” which tracks
the user’s travels on the Web or gathers other
sensitive information from their computer.

“We have people, families, and kids [using] 
peer-to-peer networking software and who are
downloading ‘free’ music or ‘free’ games or ‘free’
software,” says Willard. The true costs of these nifty
downloads, she says, can include “a total invasion of
your privacy, identity theft, and allowing others to
take over your computer to be used in ways that are
not supportive of the common good.”

Part of what’s needed to correct the problem is a
simple lesson in basic PC security. Individuals, of
course, should actively install antivirus software
and regularly update it with the signatures of the
latest viruses and other malicious code. What’s also
essential is to regularly update your operating
system and other software with the latest security
patches and to install a hardware or software
firewall to block malicious incoming and outgoing
traffic. A hardware firewall is a physical device (often
a router) that blocks malicious traffic and can be
used to protect multiple systems. A software
firewall is an application that serves the same
purpose, but is sold as a standalone application 
and runs on a single computer. Wireless local area
network (WLAN) users should also activate the
encryption capabilities that ship with all wireless
networks and change the default name of the
network to make it harder for drive-by hackers to
penetrate systems.

But beyond investing in products is a much more
difficult sell—motivating individuals to accept their
part of the responsibility. David McLeod of The
Regence Group is all too aware of that challenge.

Four years ago, McLeod
embarked on a mission to
create a culture of computer
security at The Regence Group,
a partnership of health care
insurers headquartered in
Portland, OR. Besides having 
to protect its own e-commerce
sites, The Regence Group had
to be absolute in its ability to
protect patient information,
says McLeod, the firm’s
director of security and chief
information security officer.

McLeod formed a security committee that
included executives responsible for key business
functions—not just security. He also relied on
“constant, friendly reminders” such as posters,
pens, as well as classes offered to employees on 
how to secure computers.

The bottom line: What we do as individuals on
the Web has the potential to hurt fellow Netizens.

Robert L. Scheier, a freelance writer in Boylston, MA,
writes frequently about computer security.

SECURE HORIZIONS: The
Regence Group’s McLeod
makes security his mission.
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4For more on PC protection:
uce@ftc.gov 
FTC e-mail address to report spam
www.microsoft.com/security/
Security bulletins and updates.

www.csriu.org
Center for Safe and Responsible Internet Use Web site
www.staysafeonline.info/
Online safety tips from the National Cyber Security
Alliance

RESOURCE BOX

WHO’S LIABLE FOR
SLOPPY SECURITY?
You probably can’t be sued for letting your PC infect
someone else’s. But what stands today could easily
change tomorrow, observers say.

The law is unclear on whether the damages from,
say, a denial-of-service attack, can justify a lawsuit,
says Michael Woods, a senior executive vice 
president with MZM Inc., a Washington, DC firm,
specializing in policy analysis. Nor is it clear, he says,
what constitutes legal “negligence.” “If I don’t check
my computer for two days and don’t install the latest
Windows patch,” he asks, “am I negligent?”

Until the legal issues are clarified within the next
four to five years, he suggests doing your best to
protect your own systems and to keep checking
with your own attorney.—R.L.S.
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T’S OFTEN SAID that knowledge is power,
so when an employee at online retailer Vermont
Teddy Bear had a brainstorm for a new bear for
Mother’s Day a couple of years back, marketing
officials weren’t leaving anything to chance.
Before investing in the product, they opted to
conduct a Web-based survey of customers who 
had purchased bears for past Mother’s Days in
order to see if the idea would fly.

The bear, called “Spa Ma,” came dressed in a
terrycloth spa robe and slippers and included a
grab bag of lotions and potions for Mom. While
the concept was originally intended as a short-
term Mother’s Day gift, an online survey put
forth to customers on the Zoomerang Web site
revealed such a groundswell of interest, Spa Ma
eventually landed the cover bear spot for the
retailer’s May 2002 catalog.

“We’ve used Zoomerang for a whole host 
of surveys, from brand positioning to logo
treatments and new concepts—and on an
ongoing basis with a lot of accuracy,” says
Michelle Cote, Vermont Teddy Bear’s loyalty
marketing and market research manager, in
Shelburne, VT. “We found it’s been beneficial 
to us, and our customers really enjoy taking
[online surveys].”

Whether it’s to gain feedback on new product
development, monitor customer satisfaction 
on existing products, or learn about customer
preferences and buying habits, Web-based,
customer feedback tools are leaving a lot of 
small companies with a warm and fuzzy feeling.
The reasons are compelling: These types of 
tools offer immediate, secure feedback, are an
inexpensive way to get results, and are generally
easy to use. Web-based surveys, in particular, are
highly valuable for helping midsize and smaller
companies tap online customers for information
in an efficient and cost-effective manner. This is

particularly true when compared with traditional
market-research and survey instruments,
which typically require the services of specially
trained professionals and, as a result, can get
rather pricey.

Consequently, Web-based feedback
mechanisms are rapidly becoming an integral
part of a company’s repository of research 
tools, sometimes as part of a Customer
Relationship Management (CRM) suite.
Potential prospects and customers are more
willing to take surveys online, and marketing
departments are gravitating to the approach
because it delivers higher-quality information
about things such as customers’ future
behaviors. Also, Web-based surveys can be
tailored to personalize a message and engage
respondents, notes Sheryl Kingstone, a program
manager at Yankee Group, based in Toronto.

“More and more, people will realize the
benefits of integrated customer feedback …
because you’re capturing the information, not 
in a silo effect, but integrating it into a CRM
application for cross-department use,’’
Kingstone says.

Chock full of feedback
Before companies can get started with online
surveys, though, they first need to have a handle
on managing e-mail from customers. That’s
where Thule, a manufacturer of carload carrier
systems, got started. Its goal was to decrease the
number of e-mails that came in via its Web site
inquiring about products. Using Web eService
Center, a hosted application from CRM vendor
RightNow Technologies, Inc., of Bozeman, MT,
Thule was able to help customers help

New online survey sites and CRM tools are helping 
companies analyze customer data. WRITTEN  BY ESTHER SHEIN
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themselves, setting up a forum where they could get
answers to product and installation questions on a
Frequently Asked Questions page on the Thule site.
Within one month of going live, e-mails decreased
by 20 percent, while site traffic rose substantially,
says Steve Doviak, marketing manager at Thule,
based in Seymour, CT.

Once they had a handle on the e-mails coming in
through the site, Thule decided it was time to put

the customer information to good use. The
company began using RightNow’s Metrics tool,
a survey application that lets the manufacturer 
follow up with visitors on their site experience as
well as to assess traffic flow and determine the 
types of questions being left unanswered by 
the system.

With Metrics, Thule’s product management
department was able to post a very specific survey to
hear firsthand from customers about a design issue
rather than the group hearing about the same
issues, after the fact, from sales reps. One important
finding came after the company, which also makes
sporting equipment, conducted a search of
questions about disc brakes on mountain bike
carriers that had been asked on the site over a 60–90
day period. Doviak’s group took the e-mails, sent
out an ad hoc survey asking those people whether
their questions were satisfactorily answered, and
then conducted a follow-up survey. Based on the
feedback they received, Thule made the appropriate
design modifications to the disc brakes. Best of all—
customers “feel like they’re involved in the process
[of fine-tuning the product], and their response rate
is 60 to 70 percent when they’re asked for feedback a
second time,” Doviak adds.

Vermont Teddy Bear’s Cote also says the company
relies heavily on the feedback it receives from the
Zoomerang surveys for product development.
“We’ve found that for the most part, the scores
we’ve gotten for product surveys are a reliable, solid
indicator for forecasting sales,” she says. “And we
can get feedback on how new products test versus
an existing product.” That tells Vermont Teddy Bear
how broad the appeal is for a potential new product
like Spa Ma. Who knows—a whole lot more mothers
might get pampered with the bear for the next few
Mother’s Days to come.

Esther Shein has been a freelance writer and 
editor specializing in technology and business,
for several years.

WARM AND FUZZY: Vermont Teddy
Bear’s Cote uses online surveys to
connect with customers.
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SurveyHow-tos
Cast a wide net. Answers are only as good as your
respondents. Get a good, unbiased selection of 
customers or prospects to speak to, and don’t
always survey the same people in your database.
Lean on experience. Craft questions that are 
worded in an unbiased way so you get the type of
responses you need to draw conclusions. Some
Web survey sites offer sample surveys that can be
modified for your product.
Avoid friends and family. If you don’t have a 
database of names available, use a Web survey 
site that will allow you to purchase names of 
their own panelists.
Make sure it’s quick. If the survey is too long, people
will get annoyed and won’t finish it. The principle 
of KISS—Keep it Simple Stupid, really applies. If it’s
short and sweet, they’ll be more willing to take
another one. —E.S.

WEB-BASED FEEDBACK MECHANISMS:
� Interface Software
www.interfacesoftware.com
� KANA
www.kana.com

� Onyx Software Corp.
www.onyx.com
� RightNow Technologies, Inc.
www.rightnow.com

WEB SITES THAT ALLOW YOU TO CREATE AND CONDUCT SURVEYS:
� Zoomerang
www.zoomerang.com
� SurveySite
www.surveysite.com

� CustomInsight
www.custominsight.com
� CustomerSat
www.customersat.com

WhotoTurnTo?A sampling of vendors:

NTEL  IS MAKING IT
easier to compare and
choose new systems

based on their processors. By 
moving from the traditional 
GHz-only labeling to a processor
number system, Intel is able to
more accurately convey the overall
performance of a processor. You
will find this particularly helpful
when comparing multiple 
Intel-based systems.

There’s More to 
Performance Than Just GHz
While it is the most common 
measurement for performance,
clock speed (in MHz or GHz) 
is not always an accurate 
indication of a processor's 
overall performance. Differences 
in cache amount, front side bus,
and processor architecture can 
produce large differences in 
system performance. Add to this
Intel technologies like Centrino
and you may find yourself 
comparing a Pentium-M processor
with a lower clock speed to a 
Pentium 4 that blows it away in
the GHz department. However,

when all performance factors are
considered, the P-M may very well
outperform the P4 in real-world
notebook environments.

Now for the Details
Intel processor names 
will be composed of the processor
family and a 3-digit processor
number. Processor numbers are
categorized by a 3-digit number
sequence such as 7xx, 5xx, and 3xx.
This number plus the processor
family make up the overall 
"processor name." Within each

number sequence are specific
processor numbers such as 

735, 550, or 325. References 
to the clock speed in 

the processor name 
(as has been used in

the past) are
replaced with 

the processor
number, which

now represents 
a broader set of features

that influence the overall 
user experience.

We're Here to Help
New processor numbers mean
new choices when it comes to
equipping your business. As
always, your Account Manager
is your best resource for expert
information on everything IT.
Call today to discover how Intel's
processor numbering system 
will change the way you buy 
notebooks, desktops, and servers.

I
INTEL INTRODUCES PROCESSOR NUMBERS
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ARCHITECTURE

CACHE (MB/KB)

CLOCK SPEED

(MHZ/GHZ)

FRONT SIDE BUS

(MHZ/GHZ)

NOW YOU KNOW      BY RICHARD HOSTLER
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700 Series
Pentium M, Pentium M 
Low Voltage (LV), Pentium M 
Ultra Low Voltage (ULV)

500 Series
Pentium 4, Pentium 4 
with HT Technology,
Mobile Pentium 4, Mobile 
Pentium 4 with HT Technology 

300 Series
Celeron D, Celeron M, Celeron 
M Ultra Low Voltage (ULV)

PROCESSOR FEATURES*

Basic design of a microprocessor that

may include process technology and/or

other architectural enhancements.

Temporary storage for frequently

accessed or recently accessed data.

Storing certain data in a cache speeds

up the computer's operation. Cache

size is measured in megabytes (MB) 

or kilobytes (KB).

The speed of the processor's internal

clock which dictates how fast the

processor can process data. Clock

speed is typically measured in GHz

(Gigahertz, or billions of cycles 

per second).

The connecting path between the

processor and other key components,

such as the memory controller hub.

Front side bus speed is measured in

MHz or GHz.

*As Intel processors evolve and advance over time, Intel will
integrate new feature technologies and capabilities that may
increment the processor number.

FEATURE DEFINITION
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Call it putting out fires, reacting to situations,

grunt work. Whether it’s recovering from a

major virus outbreak or running Cat 5 cable

through 3-foot brick walls, these are the 

myriad things that get between you and 

your strategic goals.

Someday, you keep telling yourself, you’ll 

get back to the long-term, super-cool 

strategic initiatives that will help you grow

your business (and get raises for you and 

your staff). 

Welcome to someday. For problems or 

projects big and small, PC Connection can

provide you with rapid-response services 

that will make just about any IT problem 

go away. Fast.

Our in-house technical specialists and 

nationwide network of service partners 

can give your team the on-demand 

bandwidth you need to hit your deadlines 

and your budget. 

WELCOME TO SOMEDAY

For every stage
in your IT lifecycle

Assessment and Design

Implementation

Management

Maintenance

Obsolescence

PC CONNECTION SERVICES

Someday, you’ll stop putting out fires
and get back to your strategic goals.

LAN

Server consolidation

Storage optimization

Active Directory & Exchange assessment

Wireless

Security

Network vulnerability testing

LAN and WAN 

Server

Data center

NAS, DAS, SAN

Cabling

Wireless networks

Active Directory & Exchange migration

Custom configuration & imaging

Software rollout

Firewall

Staff augmentation

Remote Access

Software license compliance

Online data backup and recovery

Remote management/Proactive monitoring

� Desktop

� Server

� Application

� Firewall

� Anti-virus

Warranty upgrades

Multi-vendor support contracts

In/out of warranty repairs

On-site and depot repair service

Asset Disposal:

� Data security/hard drive sanitization

� Technology recycling

� Hardware trade-in/remarketing

Decrease costs 

with HP printer supplies.

By using only genuine HP ink and toner, you’re assured quality-printing page

after page, high-yield cartridges that require the least amount of intervention,

and superior printer performance with significantly less downtime.

HP Innovation 

• Lowest total cost of ownership

• Exceptional print quality

• Hassle-free operation 

• Closed Print Cartridge Systems

• Return and Recycling Program 

INK STARTING AT $29.95

TONER STARTING AT $59.95

+
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Exchange 2003 will not 
function in an NT Domain.
If you plan to upgrade from Exchange 5.5 

to 2003, bear in mind that you must also

migrate from your NT domain to Active

Directory. Keep current and stay competitive 

by trusting your entire platform migration to 

PC Connection. Together with our national 

network of service partners, we’ll handle all 

the details, ensuring your business stays up 

and running throughout the migration and 

stays clear of any incompatibility issues.

Embrace Change
You held onto your NT servers because you 

felt an upgrade to Windows 2000 would be too

disruptive. Good thinking. Windows Server

2003, available for a little over a year, includes

easier NT migration tools than Windows 2000.

It also offers new network features, including

easier configuration, enhanced wireless LAN

support, better remote access, and significant

Active Directory upgrades. So, relax. Your NT

support may be coming to an end, but the

Windows platform has a bright future.

What is Active Directory?
Improving on the domain architecture of

Windows NT 4.0 to provide directory service 

for distributed environments, Active Directory

enables you to more easily and effectively 

share and manage information about network

resources and users. Active Directory acts as

the central authority for network security,

enabling Windows Server 2003 to readily 

verify a user’s identity and control his or her

access to network resources. It also acts as 

an integration point for bringing systems

|together and consolidating management tasks.

Combined, these capabilities enable you 

to apply standardized rules to distributed 

applications and network resources, without

requiring you to maintain a variety of 

specialized directories.

The Clock is Ti

DID YOU KNOW?

IF YOUR BUSINESS IT SYSTEMS ARE BUILT AROUND

THE WINDOWS NT PLATFORM, JANUARY 1, 2005 IS

MUCH MORE THAN JUST THE START OF A NEW YEAR—

IT MARKS THE END OF MICROSOFT’S SUPPORT 

FOR NT. THE TIME TO MIGRATE IS NOW, AND 

PC CONNECTION CAN HELP YOU BEAT THE CLOCK.

55

S
P

R
IN

G
 2

0
0

4cking on NT Support
WE’LL MAKE SURE IT DOESN’T RUN OUT ON YOU

The phase-out of Windows NT means
migrating to Windows Server 2003

WRITTEN BY RICHARD HOSTLER

With support for NT due to expire in 6 months, now is
the time to plan for and implement your business’s
migration to Windows Server 2003. Migration can be a
challenging process—if not done properly, it can tie up
valuable IT resources and put your entire network at
risk. You may find that, like many other businesses,
you simply don’t have the in-house expertise or 
manpower to carry out this critical upgrade without
disrupting day-to-day responsibilities. Before you
attempt to go into it on your own, give PC Connection
a call. Our unique service offerings can make 
your Server 2003 migration a smooth,
problem-free experience.

Think of migration as a carefully choreographed
dance. However, unlike a traditional dance where 
missteps lead to nothing more severe than bruised
toes, missteps during your  Windows Server 2003
migration can leave you without key services that
could ultimately cost you customers. Something 
as simple as forgetting to configure your newly
upgraded machines to the Pre-Windows 2000 
compatible access mode can leave you without
remote-access support for yet-to-be upgraded 
workstations and servers.

There’s also the matter of your primary domain
controller (PDC). During even the most efficient
migrations, your PDC is likely to be offline for
between 1 and 3 hours. Hit a few snags and you 
could be looking at considerably more downtime.
That means operations like password changes and
user account changes can’t be performed until our
PDC is back online.

If you do make it through your PDC upgrade 
without encountering major obstacles, you might 
be tempted to breath a sigh of relief. Not so fast.
You still have your NT 4.0 backup domain controllers
(BDCs) to upgrade. Server 2003 and NT 4.0 employ 
different replication services. Therefore, any files that
are replicated between domain controllers, such as

logon scripts, will have to be managed 
separately—more work for your IT
staff who are already neck deep in 
the migration.

On top of all this, there are security
policy changes to consider. Windows
Server 2003 offers enhanced security,
including server message block (SMB)
packet signing and secure channel 
signing. These technologies provide
added security in a full Server 2003 
environment, but can create serious
complications in a mid-migration 
mixed environment. To allow clients
running earlier OSs to communicate
with your Server 2003 domain, you 
will need to disable these security 
features until your migration 
is complete.

Sound daunting? Relax.
PC Connection can help.

Together with our national network 
of service partners, PC Connection can
help you plan for and execute a complete 
platform migration. Our in-house
experts can assess your current business 
systems, and recommend the proper
upgrades, while our service partners 
provide complete platform-migration
services, and perform any necessary 
on-site hardware installations. From 
single-office environments to larger
multi-site networks, we can handle
everything. Call your Account Manager
today to put our unique combination 
of in-house expertise, strategic 
partnerships, extensive product 
selection, and broad service 
offerings to work for you.

To upgrade 
your NT 4.0 PDC
to a single-domain 
forest you’ll need to 
follow these steps:

1 ] Back up all your domain data

2 ] Delegate the DNS zone 

for the new domain 

(if you have an existing 

DNS infrastructure)

3] Identify and plan for 

potential upgrade problems

4] Upgrade the PDC from 

NT 4.0 to Server 2003

5] Install Active Directory

6] Authorize the DHCP service

(if running on your PDC)

7] Configure Windows 

Time Service

8] Enable aging and 

scavenging for DNS

9] Verify DNS server recursive 

name resolution

10] Test upgraded domain

11] Modify your security policies

That’s just for one component.
Spread this kind of systematic
process over your entire enterprise
and you may be looking at more
than your IT department can handle.

Call PC Connection. We’ll make 
sure your migration is a smooth,
problem-free experience.
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Imagine an Enterprise
Where Everything 
Works Together
Flawlessly

Information travels quickly between departments.

Reliable machines keep you up and running 24x7.

New devices integrate effortlessly without 

disrupting your established infrastructure.

It’s a beautiful thing.
Build Your Enterprise on 
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D220 Microtower
� 2.4GHz Celeron
� 256MB DDR RAM (2GB max.)
� 40B HD
� CD-ROM
� On-board graphics, sound, & NIC
� Windows XP Pro

ONLY $499 #4867429

with P4 2.8 processor
ONLY $599 #4867437

xw4100 Workstation
� 2.8GHz P4
� 256MB DDR RAM (4GB max.)
� 40GB HD
� 48X CD-ROM
� nVIDIA Quadro NVS 280 graphics
� Gigabit NIC
� Windows XP Pro

ONLY $949 #5125048

HP Delivers.

With its complete line of enterprise-class business-

technology solutions, HP makes this kind of IT utopia

possible. All HP systems, servers, networking

devices, and peripherals embody HP’s commitment

to long-term reliability and straightforward operation. 

In fact, HP has so much confidence in their products

that they back many with lifetime warranties.

Building or expanding your HP network

is easy. All it takes is a phone call to your 

PC Connection Account Manager. Call today.

Industry-Proven HP Technology
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+

ProCurve Switch 4140GL
� 40 autosensing 10/100/1000 ports
� 4 mini-GBIC slots
� Modular architecture with 2 open module slots
� HP lifetime warranty
� Bundled with eTrust Antivirus software

ONLY $3528 #4851371

60-Port ProCurve Switch 4160GL 
with eTrust Antivirus
ONLY $5047 #4851099

ProCurve Wireless Enterprise 
Access Point 520wl
� Dual-PC Card architecture for easy upgradability
� 802.11b Wi-Fi compliant (card not included)
� Up to 128-bit WEP encryption
� Easily upgrades for 802.11a and 802.11g support

ONLY $453.49 #423246

ProCurve 802.11b AP Card 150wl
ONLY $90.84 #423248

xw6000 Workstation
� 2.8GHz Xeon (Dual capable)
� 512MB DDR RAM (8GB max.)
� 80GB IDE Hard Drive
� CD-RW/DVD-ROM
� nVIDIA Quadro NVS 280 graphics
� Gigabit NIC
� Windows XP Pro

ONLY $1749 #4893301
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*Availability: All offers subject to availability. IBM reserves the right to alter product offerings and specifications at any time, without notice. IBM is not responsible for photographic or typographic errors. Pricing:
does not include tax or shipping and is subject to change without notice. Reseller prices may vary. Warranty: For a copy of applicable product warranties, write to: Warranty Information, P.O. Box 12195, RTP, NC
27709, Attn: Dept JDJA/B203. IBM makes no representation or warranty regarding third-party products or services. Footnotes: (1) Processor: With Intel SpeedStep,® processor speed may be reduced to conserve 
battery power. (2) Wireless: based on IEEE 802.11a, 802.11b and 802.11g, respectively. An adapter with 11a/b, 11b/g or 11a/b/g can communicate on either or any of these listed formats respectively; the actual 
connection will be based on the access point to which it connects. (3) Included software: may differ from its retail version (if available) and may not include user manuals or all program functionality. License 
agreements may apply. (4) Hard drive: GB = billion bytes. Accessible capacity is less; up to 4GB is service partition. (5) Memory: For PCs without a separate video card, memory supports both system and video.
Accessible system memory is up to 64MB less than the amount stated, depending on video mode. (6) Limited warranty: Support unrelated to a warranty issue may be subject to additional charges. (7) ServicePac
services: are available for machines normally used for business, professional or trade purposes, rather than personal, family or household purposes. Service period begins with the equipment date of purchase. Service

CNET Editors Choice Award, March, 2004  
IBM ThinkPad X40 

GO with IBM Think Express Program
IBM ThinkExpress models are designed, configured 
and priced with small to medium-size businesses in mind.

IBM ThinkPad X Series
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NEW! IBM ThinkPad R51
Ultimate Value
Distinctive IBM Innovations:
• IBM Active Protection System – 

Helps protect your hard drive from falls
System Features:
• Intel® Centrino™ Mobile Technology

• Intel Pentium® M Processor 1.50GHz1

• Intel PRO/Wireless Network Connection 802.11b/g2

• Microsoft Windows XP Professional3

• 14.1" XGA TFT display (1024x768)
• 256MB DDR SDRAM5

• 20GB hard drive4

• Ultrabay™ Enhanced CD-RW/DVD-ROM combo
• IBM UltraConnect™ Antenna for increased 

signal strength11

• 1-yr system/battery limited warranty6

#5123608

THINK EXPRESS MODEL PRICED AT: $1,299*
ServicePac® Service Upgrade:7

3-yr Depot Repair  #157714  $132

levels are response-time objectives and are not guarantees. If the machine problem turns out to be a Customer Replaceable Unit (CRU), IBM will express ship the part to you for quick replacement. Onsite 24x7x2-hour
service is not available in all locations. For ThinkPad notebooks requiring LCD or other component replacement, IBM may choose to perform service at the depot repair center. (8) Full-size keyboard: As defined by
ISO/IEC 15412. (9) Shipping: Standard shipping included when you order online. U.S. only. (10) Travel weight: includes battery and optional travel bezel instead of standard optical drive in Ultrabay bay, if applicable;
weight may vary due to vendor components, manufacturing process and options. Thinness: may vary at certain points on the system. (11) Wireless capability: requires compatible wireless-enabled options, sold sep-
arately. Trademarks: The following are trademarks or registered trademarks of IBM Corporation: IBM, the IBM logo, Rapid Restore, Rescue and Recovery, ThinkPad, Ultrabay, UltraConnect and UltraNav. Microsoft and
Windows are registered trademarks of Microsoft Corporation. Intel, Intel Inside, Intel Inside logo, Intel Centrino, Intel Centrino logo, Intel SpeedStep and Pentium are trademarks or registered trademarks of Intel
Corporation or its subsidiaries in the United States and other countries. Other company, product and service names may be trademarks or service marks of other companies. © 2004 IBM Corporation. All rights reserved. 

IBM ThinkPad X40
Our thinnest and lightest 
Distinctive IBM Innovations:
• IBM Active Protection System – 

Helps protect your hard drive from falls
• NEW! IBM Rescue and Recovery™ with Rapid

Restore™ – One-button recovery and restore solution 
System Features:
• Intel Centrino Mobile Technology

• Intel Pentium M Processor ULV 1GHz
• Intel PRO/Wireless Network Connection 802.11b

• Microsoft Windows XP Professional
• 12.1" XGA TFT display (1024x768)
• 256MB DDR SDRAM
• 20GB hard drive 
• Integrated Gigabit Ethernet and modem
• Legendary IBM full-size keyboard8

• Only .94" thin10

• 2.7-lb travel weight10

• 1-yr system/battery limited warranty6

#4842803

THINK EXPRESS MODEL PRICED AT: $1,499

IBM recommends Microsoft® Windows® XP Professional for Business.

Protect your data against accidents 
when you’re on the road. Accidents definitely do

happen. Especially when you’re working wirelessly. Which is why you should have 

an IBM ThinkPad® notebook. Select ThinkPad notebooks are the only PCs designed 

to sense a fall and, within 500 milliseconds, park the hard drive’s read/write head. 

Kind of like an airbag for your data. See why select IBM ThinkPad notebooks with

Intel® Centrino™ Mobile Technology give wireless users the confidence to tackle almost

anything —networking, presentations, even the occasional meeting with the 

pavement. And go from “oh, #@*^!” to
“phew” in less than a second.

Klutz-proof wireless. Only on a ThinkPad.



Y O U R  T E C H N O L O G Y  M E R C A N T I L E

SHARE, MANAGE, AND PROTECT WITH MICROSOFT

®

Office 2003 Editions can help organizations and their employees

transform information into impact. New and familiar products, features,

and functionality improve how people and organizations connect to 

co-workers, information, and business processes.

Office Professional Edition 2003 License with Software Assurance (SA)
• Word • Excel • PowerPoint  • Publisher • Access • Outlook with Business 
Contact Manager • InfoPath • XML Technology • IRM Technology  

Only $269.95 #462506 (Open Value License Year 1 of 3)

Office Standard Edition 2003 License w/ SA ................ $219.95 #462511
Office Small Business Edition 2003 License w/ SA ........ 239.95 #462509
Office Professional Edition 2003 License w/ SA .............. 294.95 #455478

24-Port Layer 3 Managed Copper Gigabit Switch (GSM7324)
Now you can enjoy full Layer 3, Gigabit functionality at an affordable
price. The NETGEAR Managed Gigabit Switch provides maximum
throughput and flexibility for demanding networks, with all the Layer 3
features you expect.

ONLY $1,989.95
#449410

12-Port Layer 3 Managed Fiber Gigabit Switch ...... $1,929.95 #449411

Enterprise-class Ethernet, Broad-

band and Wireless networking

solutions for business including

managed switches, adapters,

secure wired and wireless routers

and gateways 

Innovative Networking Solutions for Business

COMMITTED
TO MEMORY 
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Get More Out of  Your Server Budget with Kingston

© 2004 Kingston Technology Company, Inc. 17600 Newhope Street, Fountain Valley, CA 92708 USA (714) 435-2600 Fax (714) 435-2699. All rights reserved.
All trademarks and registered trademarks are the property of their respective owners.

Are your servers struggling to cope with the pressure of extra users,
new operating systems, or additional applications? Don’t replace
them. Take the smart option and improve their performance by up
to 1000% by simply adding Kingston Technology memory.

Why Kingston Technology? As the world’s leading memory experts
we offer all the memory products and services you need to bring
your servers’ performance right up to date. What’s more, Kingston

Technology server memory often costs up to 80% less than 
memory from server manufacturers. 

Kingston Technology server memory:

• is 100% tested
• is guaranteed compatible
• has a lifetime warranty
• comes with FREE KingstonCare service and support.

512MB ECC Kit for ProLiant ML 370 G3 STARTING AT $229.95 #418645

60" Fit Station w/Accessories
BASIC UNIT STARTING AT $349

AS SHOWN $1850

Elevate
$2499

36" Anthro Cart w/Accessories
STARTING AT $379
AS SHOWN $850

Laptop Storage Cart
30-UNIT $2199
20-UNIT $1629

If you’re looking for flexible, modular computer furniture with a 

Lifetime Warranty, Anthro has what you need. Office furniture, computer

desks, electronic workbenches, computer and printer carts–Anthro

designs them all with ergonomics in mind. Mix and match units and

accessories to create a custom solution to fit your specific needs. All

Anthro products are backed by lifetime warranties and shipped fully

assembled or with easy-to-follow assembly instructions and all the 

necessary tools.

Furniture for Technology

®�



Y O U R  T E C H N O L O G Y  M E R C A N T I L E

Connecting the World.
Any Way. Anytime. Anywhere.

• Voice and video 
communications endpoints

• Video management and web
conferencing software 

• Multi-network gateways
and multipoint 
conferencing systems

VSX 3000 IP All-in-one videoconferencing system includes camera,
17” LCD, speakers, cables, and microphone ONLY $3999 #5085091

VXS 3000 IP/ISDN ONLY $4999 #5085111

OKIDATA: Producing Award-Winning Printers for Business 

C5300n Digital LED Color Printer With Single Pass
Color Digital technology, the C5300n provides 600 x 1200dpi
resolution at up to 20ppm for black and white and 12ppm in
color. With an internal Ethernet print server, the C5300n is
ready for your network right out of the box.

ONLY $1099 
#424905

Black Oki Cartridge .............. $39.95 #427323
Cyan Oki Cartridge .............. 109.95 #427322
Yellow Oki Cartridge ............ 109.95 #427320
Magenta Oki Cartridge ........ 109.95 #427321

— Leading manufacturer of color and monochrome digital printers, multifunction products, serial impact dot
matrix, and faxes in North America — More than $13 million in printer sales since 1972 — 24/7 customer support

Polycom is the only company today delivering end-to-end
rich media collaborative applications for voice, video, data
and the Web from desktop and mobile personal systems to
room systems to the network core. The Polycom vision is to
enable people to connect anytime, anyplace and with any
device in a virtual experience as natural as being there.
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When You Think Storage,

Think LaCie

• OPTICAL, HARD AND TAPE DRIVES • UP TO 1TB HARD DRIVE STORAGE • TRIPLE INTERFACE CONNECTIVITY

Ethernet Disk Just plug into your network
and up to 100 users can share files. 
Perfect for non-technical groups that 
need to communicate. 
Starting at $599 160GB #439675

Big Disk These portable drives offer room 
for storage-hungry applications and are
equally at home on a desktop or server room. 
Starting at $368.95 320GB #466127 

Bigger Disk With the largest capacity 
available, you can backup an entire depart-
ment with just one drive. 1TB of storage is
housed in a compact 5.25” form factor. 
$1199 #4816269

Hitachi Travelstar 2.5" Hard Drives

#4786565 40GB $124.95
#5081217 60GB 169.95
#4880041 80GB 229.95

The Magic
is in the Extra Pixie Dust

Hitachi Travelstar 5K80 Series
Hitachi’s next-generation mobile hard drives
offer areal densities as high as 70Gbits per
square inch by adding an extra layer 
of “Pixie Dust.” The resulting five-layer, lami-
nated, Pixie Dust–ruthenium/magnetic–
sandwich increases the thermal stability 
of the media, supporting data recording 
at ultra-high densities while maintaining 
data integrity.

• 5400rpm performance

• S.M.A.R.T drive monitoring

• Enhanced vibration and shock protection

• Easy affordability



WHAT’S THE BIG DEAL? Once an industry defines 
elements in standard documents (such as purchase
orders and invoices), companies can easily automate
processes, saving money and time by taking people out
of the equation. These standard documents are called
document type definitions, or DTDs, and they are highly
industry-specific. A sign that XML acceptance is reaching
critical mass: Microsoft Office 2003 includes XML support
in applications from Word to InfoPath, a new e-forms tool.

71%
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Alphabet Soup
A sampling of the latest
flavors:

� Chemical CIDX
(Chemical Industry 
Data eXchange)
� E-government SAML
(Security Assertion
Markup Language)
� Education SIF
(Schools Interoperability
Framework)
� Electronics RosettaNet
� Financial services IFX
(International Financial
eXchange)

Want More Info?
As you can see, XML is pretty complicated stuff. Visit
www.pcconnection.com/connect for some additional resources, including:
www.xml.org/ The XML Industry Portal
www.xml.com/ Everything XML Web publication
www.w3.org/XML/ Explanation of XML from the W3C
www.ucc.ie/xml/ An XML FAQ
xml.coverpages.org/ Repository of XML-related articles

Destination:
XML

SNAPSHOT BY LAUREN GIBBONS PAUL

The Skinny eXtensible Markup Language (XML) is a
framework for identifying data to be transmitted over
the Web. XML is not a language unto itself (like 
English)—it defines only the basic syntax that data
will follow. Hundreds of groups are working on 
XML variations with industry-specific definitions.

Did you know?
XML is actually a version 
of SGML (the Standard 
Generalized Markup 
Language), which is the 
standard “meta-language”
for text markup systems.
Techies say XML is much 
easier to use than SGML.
Taking hold 
Business-to-business XML 
volumes increased 160% last
year while EDI (Electronic Data
Interchange) volumes rose
only 18%.

Ready for prime time

of companies increased spending
last year on applications that
improve interactions with cus-
tomers and suppliers. SOURCE: Yankee Group

WSDL  2.50

ebXML  2.83

SOAP  3.17

XML 3.54

Web services  3.58

Industry-specific XML standards  3.96

AS2  4.50

EDI  4.83

SOURCE: Yankee Group

MOST VALUABLE
PLAYER: XML variations
rank highly useful (1 is
very low, 5 is very high) 
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Imagine untethered network and Internet access from anywhere in
your home or office. 3Com® brings freedom of choice to wireless with
one of the most comprehensive wireless networking suites on the
market today.

3Com wireless products come in a variety of price points and are 
scalable from home and small office to enterprise solutions. Our
OfficeConnect® line for home and small offices is among the first 
to ship with the latest 802.11g standards and new 256-bit Wi-Fi
Protected Access (WPA) encryption security. 

Our enterprise-class products include an 11a/b/g PC Card with
patented XJACK® antenna and dual-mode upgradeable access points
that offer you the freedom to mix and match 802.11 a, b, or g standards
to meet different coverage and bandwidth needs, and featuring the
latest suite of security standards enabling customers to match the
level of security to their specific environments. 

Best of all, every 3Com wireless product is backed by 30 years of
Ethernet networking expertise. 

Feel free to unwire your office. Visit www.pcconnection.com/3com
today to find the 3Com wireless solution that works best for you.

The Company That Wired 
the Network Now Unwires It
Introducing the 3Com® Suite of 802.11

Wireless Solutions

3Com Wireless 
Access Point 8750 
(Tri-mode, Upgradeable)

3Com OfficeConnect®

Wireless 11 a/b/g PC
Card, 11g Gateway

3Com 11a/b/g
Wireless PC Card 
with XJACK®

Antenna

Copyright © 2004 3Com Corporation. All rights reserved. 3Com, the 3Com logo, OfficeConnect and XJACK are registered trademarks of 3Com Corporation. All other product
names may be trademarks or registered trademarks of their respective companies.

ONLY $69.95
#4903012

ONLY $79.95
#5100537

ONLY $109.95
#455200

ONLY $719.95
#4751119
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we have your brand.™

©2004 PC Connection. All rights reserved. PC Connection is a trademark of PC Connection, Inc.
or its subsidiaries. All other trademarks remain the property of their respective companies.

Continuing to lead the world in computer technology.
Europe’s market leader combines 

dominant performance with 
ultra competitive prices.
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LOOKING AT THE FUTURE OF COMPUTERS 

ASSESS I DESIGN I SUPPORT I SERVICE

NOTEBOOKS 
STARTING AT $999
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