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O
ver the last year, an erosion of faith in Wall Street research
has spurred investor relations officers to consider new 
ways of communicating their stories directly to buy-side
managers and retail shareholders. Naturally, audio and 

web conferencing are topping the list in terms of practical ways of
reaching the broadest audience possible. 

Improvements in archiving and transcription now make it 
possible for anyone to ‘participate’ in an IR event, even if he or she
tunes in hours or days after the event. This and other technological
enhancements are making conferencing more attractive than ever,
especially as IROs confront the pressing need to tell their stories 

in the absence of analyst reports.
A quick glance at the numbers shows why IROs can’t ignore 

the latest developments in conferencing. In early 2003, 94 percent 
of IROs said they broadcast live webcasts of their conference calls,
according to a National Investor Relations Institute (Niri) survey. And
IDC, a firm that analyzes the telecommunications industry, predicts
250 mn people will be using web conferencing by 2007. 

Although this communications revolution was precipitated by 
the internet, some of the most profound changes are now occurring
within the practice of investor relations, rather than in the technolog-
ical world. ‘IR used to mean four quarterly calls – now it also means
the earnings outlook calls and calls to communicate any material
change in the business,’ contends Ray Britt, vice president of marketing
at InterCall. ‘The need to communicate with analysts more often 
has definitely grown.’

Far-sighted IROs are also using confer-
encing to make a variety of IR events avail-
able to investors. Given a dearth of industry
conferences, many companies have begun
webcasting their top executives making
investor presentations either before a 
small audience or inside a recording studio.
These ‘conferences’ provide a lasting record
of what a company is striving to do, and 
can reach a very wide audience.

What’s new?
The typical IR call ranges in size from two or
three dozen participants to a few hundred.
Conference providers like MCI or InterCall,
for example, are able to accommodate very
large audiences, even those in the thousands. 

The largest conference providers are
reporting a steadily growing demand for web
conferencing, presentations in which the
conferencing company connects the phones
and PCs of participants so PowerPoint slides
or other visuals can be viewed along with the
audio portion of the event. In fact, a survey
of 1,003 business travelers commissioned by
MCI in 2003 showed the demand for web-
based conferencing services has increased
dramatically, with nearly three quarters of
people (74 percent) having participated 
in a web conference, 39 percent of them 
in the past year. 

‘The web conferencing component is
more important this year because it allows
IROs to tell more of a story, and it requires
less filtering through analysts,’ says Britt.
‘Company leaders get to deliver the message
they want with the charts they believe are
most important.’

Online polling is also piquing IROs’
interest, although it has yet to become a 
staple of the earnings-call repertoire. The
beauty of polling, say industry experts, is
that it can be done on the fly. Poll questions
don’t need to be prepared in advance, but
can arise naturally out of the questions asked
in the interactive part of a conference call.

Ann Parker, net conferencing product
manager at MCI, says that while online
polling is not yet a central feature of IR calls,
this should soon change. ‘At net conferences,
it’s more effective if you’re interactive,’ 
she notes. ‘But it’s very challenging to be
interactive with a thousand folks. Online
polling is a way to keep people interested.’
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“Nearly three quarters of people 
have participated in a web conference,
39 percent of them in the past year”

InterCall: Flawless execution

L
ast year, a major financial-services
company hosted an investor relations
call featuring six speakers located 
on four continents. Concerned about

providing a seamless performance for the
300 eager investors who would participate,
the company began planning with InterCall
two months in advance of the conference,
working with a single meeting consultant
responsible for ‘choreographing’ the event. 

When the day of the call arrived, 
speakers in Singapore, London, New York,
San Francisco and Sydney communicated in 
perfect sync. ‘Coordinating an event like this
becomes almost like a Broadway production,’
observes Ray Britt, InterCall’s vice president
of marketing.

One reason why IROs select InterCall 
for events this complex is that the Chicago-
based company is the world’s largest service
provider specializing exclusively in conference
communications. Founded in 1991, InterCall
defines its mission as keeping businesses
connected through reliable audio, video 
and web conferencing – while providing
great service and ease of use. The company,
a division of West Corporation, has more
than 25 sales offices in the US, as well 
as offices in the UK, France, Germany,
Ireland, Canada, Australia, Hong Kong,
Japan and Singapore. InterCall serves
200,000 individual conference leaders in
more than 30,000 organizations worldwide.

InterCall specifically targeted the IR 
profession and has grown rapidly in this
arena thanks to its IRcall.com offering. 
When working with InterCall, an IRO is
assigned one of the company’s more than
200 meeting consultants, who walk the 
public company through the initial request
and preliminary planning stages to the 
delivery of post-call services like archiving
and transcription. The company then enjoys
the full resources of InterCall’s more than 800
operators, customer service representatives,
call supervisors, and accounting, marketing,
information systems and IT professionals. 

Planning an investor conference must
start with a determination of the structure 
of the event. The meeting consultant helps

estimate the number of participants to expect, based on past 
attendance records and recent history. ‘If a company has been in the
news, you can expect a lot more participants,’ says Britt. ‘We’ve
planned for 150 people and gotten 600 – that happens every hour to
somebody, so we have extra capacity built in.’ Making sure that your
conferencing company can handle overflow is a must for IROs. ‘You
don’t want to turn anyone away,’ emphasizes Britt. ‘And we never do.’ 

The meeting consultant and a team of event-call specialists then
guide the IRO through a dry run. InterCall provides scripts for handling
Q&As, which for most IROs is the most angst-provoking aspect of any
call. The company also preps executives on conferencing etiquette so
they come across well, and employs professional, broadcast-trained
operators who can moderate these events. Britt stresses that these
details, taken together, give calls ‘a professional sound.’ 

InterCall’s premium web-conferencing service, Mshow, is a perfect
match for IR conferences. With its range of interactive broadcast
capabilities and multimedia features, Mshow turns ordinary audio
conference calls into web-conferencing events. IROs can use it 
to combine participants’ phones and internet-connected PCs and
instantly extend the reach of their message to as many as 10,000
locations. The addition of Mshow’s streaming capabilities can further
extend that reach to anyone with an online connection.

InterCall has also unveiled other enhancements specifically
designed for IROs. For example, the individual conducting a call can
use Leader-View, a web-based tool that allows users to learn who is
participating on the call and either screen or prioritize their questions
during the interactive parts. IROs can also communicate with the lead
operator outside of the conference to provide timing cues or handle
other administrative details.

Finally, InterCall prides itself on its post-conference support. 
‘All investor relations calls are taped and digital recordings made
available so investors who weren’t there at 10 am today can listen 
to the whole thing later,’ says Britt. InterCall makes sure the call’s
recording is available within two hours after an event has ended and
is available 24/7 from then until the company is ready to deactivate it.
A call could also be accessed through a stream of the web conference,
a link to which can be posted on a company’s web site or e-mailed 
to investors who missed the call. 

When Britt speaks with IROs, one theme that regularly emerges is
a desire for stellar service, so InterCall oversees the call from the early
planning stages to the wrap-up. ‘IR professionals have enough to do
managing investors,’ concludes Britt. ‘The last thing they need is to
have to worry about behind-the-scenes aspects of the call. That’s why
InterCall specializes in great service.’
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