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Ready for VolP?

What companies need to consider when assessing
VolIP

By Josie Sephton, December 2009
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The following article was originally published as part of the Freeform Dynamics advisory column on
CIO Online. This is focused on the business impact of development in the technology industry.
Original articles can be accessed at www.cio.co.uk (registration required).

It seems at last that business-grade VolP is making its mark in the business world and becoming
more mainstream, with a fairly positive migration compared to a few years ago. A number of things
are driving this migration. For one thing, VoIP at last has a track record, and is seen as a more
stable, trusted solution than previously, as well as offering increased functionality and the ability to
reduce costs. This coupled with the increase in choice, both in terms of supplier and type of
solution, means that it is no longer the preserve of large enterprises with equally large capital
expenditure budgets, but really is a solution that is available to all.

This shift is evidenced in feedback from business and IT professionals as part of some recent
research carried out by Freeform Dynamics, which indicates that, compared to two years ago,
companies have made a marked shift away from public type services such as Skype, towards more
formal solutions, as shown in the chart below.
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This move, being seen across different company sizes, implies a much greater trust in business
implementations of VolP compared to a couple of years ago, and tells us that companies are much
more prepared to invest in formal implementations.

Those contemplating the move to VolP, however, are concerned about how good it will be as a
service and whether it will really deliver. And these concerns are not completely unfounded.

Looking at the comments that respondents made, a key area of contention for companies is the
capability of the service provider, both during and after transition, with complaints that providers
didn’'t live up to expectations. This feedback from one respondent was indicative of general
sentiment. "Most of our problems are related to restrictions and poor service from our hosting
provider.”

The fact that this exists as an issue is not a reason to dismiss VolP. Rather, given that companies
are unlikely to want to switch suppliers regularly to address problems, it is important that they make
as informed a decision as possible at the outset. While this might appear to be stating the obvious,
the fact is that a large number of companies fail in this regard. On the one hand, the number of
providers offering services means that there is plenty of choice. However, too much choice is not
necessarily a good thing, and doesn’t necessarily equate to the right choice being made.

Embarking on VolIP is a major undertaking, so it is worth investing some serious time checking out
the different suppliers. A good one will be able to provide clear advice and guidance around the
type of solution that is best for the business, as well as dealing with issues such as internal
hardware and software considerations, quality of service, and security. They will also be able to
provide reference sites. Before engaging with any supplier, however, businesses should be clear
about exactly what they are looking for from an implementation and have a view as to what the
boundaries of responsibility are likely to be, in terms of who does what, when and how. It can be all
too easy to let the supplier take full responsibility for everything, but companies should avoid this at
all cost.

Call quality is often cited as another problem area. This is, to some extent, linked to the issue of
service provision. One doesn’t have to go far to come across stories of poor reliability compared to
traditional circuit switched telephony, with dropped calls and outages being common complaints.
This is important because, at the end of the day, call quality can be critical. Nothing is worse than
being on an important call with a client and the call suddenly drops. As well as looking very
unprofessional, poor quality can lead to misunderstandings and, at worst, incomprehension. If the
call quality isn’t up to the job, people will simply not want to use it and will look for other, probably
more expensive, means to make calls.

Again, while reality presents a less than perfect picture, some lessons can be learnt which can help
with the adoption of VolP. From an internal perspective, it is vital that the LAN/WAN architecture is
sound, and is capable of handling the uplift in traffic that it will ultimately be subjected to. VolP can
be incredibly bandwidth hungry, and companies that fail to prepare for this will inevitably experience
failures. Running a back up in parallel, at least in the early stages for an implementation, and
perhaps even on a longer term basis, makes sense, and can spare a company an awful lot of pain.
From an external perspective, we come back again to the supplier, and the capability they are able
to demonstrate in this regard, particularly around things such as quality of service.

To deal with these areas of concern is not impossible, but it requires focus on what you are trying to
achieve and good planning. Like the issue of supplier selection mentioned above, this might not
appear particularly revealing. But again, the research show that companies with poor
implementations attributed their failure to lack of planning. And, conversely, successful
implementations were typically driven by designated project managers who, from the outset, sought
wide consultation with, and involvement of, the user base. This was coupled with a thorough
assessment of the internal infrastructure, and a closely defined relationship with the supplier, with
clear definition around boundaries of responsibility. Use of outside help in the form of professional
services is also recommended, for a smoother journey.

The all important question is, should a company even bother going down the VolP route? Is it worth
all the hassle given some of the ‘not insignificant’ hurdles that businesses currently face? Naturally,
each set of circumstances is different, but the overriding consensus points to significant cost
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savings — 30-50% not being uncommon — and as is shown in the chart below, adoption is an overall
worthwhile exercise.
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Based on what other companies are saying, then businesses should seriously think about getting
VoIP on their agenda, but do so with their eyes open, a clear plan, and as much awareness as
possible around potential trouble spots.

More articles by Josie Sephton available here.
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Freeform Dynamics is a research and analysis firm. We track and report on the business impact of
developments in the IT and communications sectors.

As part of this, we use an innovative research methodology to gather feedback directly from those
involved in IT strategy, planning, procurement and implementation. Our output is therefore
grounded in real-world practicality for use by mainstream business and IT professionals.

For further information or to subscribe to the Freeform Dynamics free research service, please visit
www.freeformdynamics.com or contact us via info@freeformdynamics.com.

Terms of Use

This document is Copyright 2009 Freeform Dynamics Ltd. It may be freely duplicated and distributed in its entirety on an individual one to one
basis, either electronically or in hard copy form. It may not, however, be disassembled or modified in any way as part of the duplication
process. Hosting of the document for download on the Web and/or mass distribution of the document by any means is prohibited unless
express permission is obtained from Freeform Dynamics Ltd.

This document is provided for your general information and use only. Neither Freeform Dynamics Ltd nor any third parties provide any
warranty or guarantee as to the suitability of the information provided within it for any particular purpose.

Copyright 2009 Freeform Dynamics Ltd www.freeformdynamics.com Page 3 of 3


http://www.freeformdynamics.com/�
http://www.freeformdynamics.com/analyst.asp?searchfor=Josie%20Sephton�
http://www.freeformdynamics.com/�
mailto:info@freeformdynamics.com�

	Terms of Use

