Tailored to the modern communications

needs of a large segment of our

business customers, this mechanized

service offers flexibility,
efficiency and dollar savings
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WE HAVE HAD one of the greatest busi-
ness construction booms in our history
during the past fifteen years and it
continues today. New factories, labora-
tories and office buildings are con-
stantly springing up, often in com-
munities which are themselves entirely
new. This rapid and sweeping change
has brought increasing concern to tele-
phone company planners about the
ways in which we serve these impor-
tant customers.

PBX switching equipment located
on the customers’ premises is not al-
ways readily expandable due to its in-
herent capacity or space limitations.
This equipment can be expensive to
maintain, especially in a large building
where there may be a dozen or more
individual systems dispersed on many
floors. The period of time required to
engineer, manufacture and install the
equipment required for growth in
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these individual systems is often much
longer than the customer anticipates
in his own planning.

The large office building in any city
often houses many businesses. Each of
these customers requires communica-
tions services which have to be spe-
cially adapted in some degree to fit his
individual needs. The telephone serv-
ice for these businesses may range
from one or two business lines through
several lines with key telephone serv-
ice up to some fairly large and complex
PBX’s with possibly hundreds of sta-
tions and multi-position switchboards.
A similar situation where a single large
business occupies several buildings
spread over a fairly large tract of land,
possibly even a major portion of an
entire community, is becoming quite
common, too. In such cases the cus-
tomer may be served by several PBX
installations.



There is another aspect to this prob-
lem of serving our large business cus-
tomers and that is the service itself.
The original concept of PBX service
was designed for situations where the
great majority of communications were
internal—between stations within the
system—with a relatively small propor-
tion of calls into or out of the system.
This concept still applies, but the pro-
portions are changing dramatically as
businesses become more dispersed, di-
versified and interdependent.

As business operations become
more complex the need for, and use
of, communications has increased and
the cost of this service has become
a greater proportion of the cost of
running the business. The control of,
and accounting for, this cost has be-
come more important to the customer.
In order to provide this service the
customer requires more trained switch-
board attendants. It has become in-
creasingly difficult and expensive to se-
cure and maintain the skilled personnel
needed for this job,

Needed: A New Concept

All of these factors quite clearly
pointed to the need for a new concept
of telephone service for large business
customers. CENTREX has been devel-
oped specifically to fill their needs. This
new service concept will give the PBX
customer service that is comparable
in speed, flexibility and efficiency with
that which the one-line business cus-
tomer gets. At the same time it will
continue to provide the service fea-
tures that these customers uniquely
require because of their size and com-
plexity. Centrex will also make it pos-
sible for the Operating Companies to
assure that the plant required for this
service improvement is provided in the
SOundESt and most economical manner.

What Is Centrex?

CeNTREX is a modern, mechanized,
complete communications service pro-
viding;:

® Direct Inward Dialing (DID):
incoming calls, local or long dis-
tance, can be dialed directly to an
individual station user, thereby
by-passing the switchboard at-
tendant,

® Direct Outward Dialing (DOD):
outgoing calls, local and long dist-
ance, are dialed directly by the
telephone users.

e Intercommunication: all tele-
phones can dial any other tele-
phone on the same system.

e Individual Station Billing: all
long distance calls will be itemized
monthly by station number, show-
ing the city and telephone number
called, date of call and cost of the
call.

® Station Transfer: all incoming
calls, local and long distance, may
be transferred from one telephone
to another with the aid of the
switchboard attendant.

With the use of ceENTREX, several
customers occupying a large building
in metropolitan areas may be served
by a single CENTREX switching system
even though they include a variety of
diversified business interests. Each
business will have its own console or
switchboard and be served with all the
features of this new offering. A large
customer occupying several buildings
on large tracts of land may use CENTREX
to serve the entire complex,

Service Arrangements

In those cases where an existing PBX
customer is converted to CENTREX and
in some other cases, the dial equip-
ment and the attendant facilities may
remain or may be located on the cus-

11



tomer’s premises in floor space he pro-
vides. In general, such an arrangement
will utilize his existing equipment.
This will permit ceENTREX service with
an existing dial PBX and the retention
of all the service features the customer
is already using, We estimate that four
out of every five prospective CENTREX
installations will be of the kind in
which the existing PBX equipment is
retained for basic service. In these
cases certain CENTREX features will be
provided by a local or tandem office.

Typical CENTREX arrangement in rented
space will be used in the Pan-American
building—which will be the largest office
building in the world, and in neighboring
office building, Short lines on diagram in-
dicate single stations. Blocks indicate
groups of stations.

To meet the special needs of cus-
tomers in very large, new buildings
housing many businesses or a single
large business, the dial switching
equipment may be located on tele-
phone company owned or leased pre-
mises. In these cases each CENTREX sta-
tion will be a direct line connection
between the customer’s premises and
the dial switching gear. The normal
station equipment and attendant facil-
ities will be located on the customer’s
premises. Floor space and power
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normally provided by the customer for
a dial PBX will not be required with
this arrangement.

——— e

The Market

In the field of PBX service, the Bell
System’s long-range objective is to pro-
vide complete dial communications for
all our business customers. To do so,
we must provide a thoroughly cus-
tomer-oriented service. We must have
service tailored to the customers’ needs
and more attractive in every way than
those the customer can provide for
himself or obtain from other suppliers.
CENTREX service has much to offer in
helping us to fulfill these aims. Al-
though it is now in its infancy, we are
confident that the market for it will
grow tremendously.

There are 6,700 customers with 200
or more PBX stations who have been
identified as the prime prospects for
cenTrex. Together, these customers
have a total of approximately 3,000,000
stations in service.

CeENTREX service at this time will
appeal most strongly to these custom-
ers because of the tangible economic
benefits it offers, i.e., where the cus-
tomer can realize a substantial dollar
savings in attendant and position ex-
pense. But the scope of the market is
widened considerably by its many
other advantages — such as direct in
and out dialing, billing by station num-
ber and others. The extent of the po-
tential market can be seen in the statis-
tics on our present PBX development
shown below.

CeNTREX service will appeal to a
large and important segment of this
market. And there are many customers
with less than 200 stations who are
good prospects. Among them are cus-
tomers who have a higher than average
proportion of their traffic outside of
their own business; those where in-
ternal accounting for expenses by oper-
ating divisions is considered necessary;
others who place value on improved
speed of communications. All of these

| DISTRIBUTION OF PBX’s BY SIZE

| (as of 1-1-60)

| Approximate

Number of Stations Number Total Number of % of Total
Served of Systems Stations Served PBX Stations

l(har 1,000 stations 470 550,400

500 to 1,000 stations 1,140 786,300

*200 to 500 stations 5,070 1,672,600

!I.ess than 200 stations 156,270 4,954,000
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Before cenTREX (fop) the PBX board in a large New York bank required 14 full-time
operators. Now, only five operators and one chief operator are needed, releasing others
for work as receptionists, typists, file clerks, secretaries, etc.,

factors indicate a significant market for
CENTREX service among many of our
PBX customers who have fewer than
200 stations.

The importance of this market for
CENTREX service cannot be overempha-

sized. These customers are the most
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frequent users of all of our communi-
cations services — key telephone sys-
tems, long distance, private lines, tele-
typewriter, data, WATS and Telpak
to mention only a few. The real meas-
ure of the volume of usage involving
these customers can be seen in the
following facts:
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Individual station billing is a feature of ceENTREX. It eliminates need for customer to
keep records for the purpose of allocating costs. Itemized telephone bills such as those
shown above identify and list every long distance call by individual telephone.

e 25 per cent of all long distance
calls originate at PBX’s!

e 35 per cent of all long distance
calls terminate at PBX’s!

e About 75 per cent of long distance
calls originating at PBX’s involves
person-to-person or time and

charges handling!

If we take full advantage of the ad-
vent of this new service, the speed and
convenience of service to these cus-
tomers can be vastly improved. At the
same time we will realize some very
real operating economies.

Benefits to The Customer

Successful marketing of a new serv-
ice must be based on definite values
and benefits to the prospective cus-
tomer. What are the benefits to the
customer with CENTREX service?

First of all, faster and more con-
venient service to the customer him-
self as a user and also to the people
who want to communicate with him.
Experience indicates that in most cases
80 per cent or more of incoming
calls are dialed directly to the called
station, saving up to 30 seconds in com-
pletion time over those handled by the
attendant. Outgoing calls are dialed
direct by the calling party without the
aid of the attendant, thus giving faster
and more accurate service. Direct dial-
ing of both incoming and outgoing
calls assures a more satisfactory feel-
ing of privacy to the users.

Most cenTrex installations will be
served by compact, attractive consoles
for the attendants. These will make
possible more efficient operation, more
attractive working conditions and
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greater flexibility in the use of the
space required. Billing of long distance
calls by individual station number
should encourage greater use of sta-
tion-to-station calling with improved
speed of service. Detailed billing of
these charges will save both the cus-
tomer and the telephone company con-
siderable accounting expense. All
standard PBX features such as tie
lines, dial dictation trunks, conference
service, WATS, etc., will also be avail-
able to CENTREX customers.

All of this adds up to a completely
modern, fully mechanized communi-
cations service incorporating the fea-
tures specifically designed to meet the
needs of the prospective users. Al-
though relatively few customers now
have CENTREX service, results to date
show that those who do have it are en-
thusiastic, to say the least.

Developing The Potential

What are the plans for developing
and implementing the introduction of
cenTREX service? Technical, opera-
tional and cost information is already
in the hands of the Associated Com-
panies. A small but rapidly growing
number of important customers al-
ready have this new service. New in-

Small, modern desk consoles can replace
switchboards. One of two types now in
use is shown above.
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stallations are being planned and engi-
neered at an increasing rate. The Mar-
keting people, with the cooperation of
all other departments involved, are
preparing a program to promote the
sale of this new service concept, This
marketing program will contain infor-
mation on how to identify prospective
customers, sales training material, de-
termination of the customers’ require-
ments, how to make a sales presenta-
tion, how to plan a ceEnTreX job and
finally all pertinent technical and oper-
ational information needed to insure a
thorough development of the market.

The potential of CENTREX in improv-
ing service to our present PBX cus-
tomers is greatl There are tangible
economic benefits for most customers
and for the telephone companies as
well. There is a large market for this
new service. While the prime pros-
pects are among the customers with
200 or more stations, there are many
good prospects among those with less.
Future equipment and service devel-
opments such as an electronic PBX
should make it possible to broaden the
market even further. Our job now is
to plan and undertake a sound pro-
gram of marketing this new service
with our customers.

New console to be used in all future
CENTREX systems is seen here. It is avail-
able in both Touchtone and dial.





