9 Things to Consider
Before Choosing a Cloud Phone Provider
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Dial 9 Before Buying a Cloud Phone System
Businesses today are turning to cloud phone systems more than ever, but
how do you know which one is right for you? First thing’s first, there are two
types of cloud phone systems to consider: basic hosted VoIP and premium
managed VoIP. To choose the one that’s best for your business, we’ve dialed
it down to nine simple questions you should ask before pressing one for yes.
Is your business growing or scaling back?

 o you need your phone system
D
to generate revenue?

Is your business phone-dependent?
Are your people on-the-go?
Does your business have multiple locations?
Do you need advanced features?

 oes your business thrive on
D
the latest technology?

Do you have the time and resources
to manage a phone system?

 ow will you know if you’ve chosen
H
the right VoIP provider?
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1. Is your business growing or scaling back?
Companies in growth mode are better off choosing a managed VoIP service
provider that is able to keep up with ongoing changes in technology without
interrupting service or requiring constant software downloads and updates. A
company that’s scaling back may be able to cut costs by using a basic hosted VoIP
provider, but will need to set a budget to cover the expense of ongoing support.

Top reasons experienced buyers
give for selecting a vendor

23.1

■■ ‘cost of the solution’ (23.1%),

10.3
20.5

■■ ‘reputation of the vendor’ (20.5%)
■■ and ‘level of customization offered by vendor’ (10.3%)
(Source: Focus Research’s Enterprise Telephone Systems Buyer Survey, March 2009)
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2. Is your business phone-dependent?
Basic hosted VoIP service providers are okay for companies that don’t rely on their
phones for revenue generation, but if your company requires employees to be
in constant communication with clients and prospects, a managed cloud phone
service is a wiser choice, given the higher call quality, security and reliability.
Who relies on their phone systems to generate revenue and support customers?
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3. Does your business have multiple locations?
Whether your offices are scattered across one city or 50 countries, multi-site
management, scalability, and mobility support for employees on-the-go are a
few of the features critical to the success of companies with multiple locations.
Advanced features, like these, are found only in managed cloud phone providers.

Fun Fact
Starbucks has added an average of
two stores on a daily basis since 1987
(Source: http://www.businessinsider.com/15-facts-aboutstarbucks-that-will-blow-your-mind-2011-3?op=1)
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4. Do you need advanced features?
All VoIP phone providers offer basic call management features, such as caller ID,
voicemail, and conferencing, but only managed VoIP providers deliver advanced
features, like contact center call queuing, interactive voice response, computer
technology integration, multimedia recording, and mobile phone management – to
name a few. If your business needs more than the basics, a managed VoIP is for you.

buyers rate most important advanced features to consider
Scalability
Centralized administration and branch office support
Advanced call routing
Call queue management
Desktop integration with Outlook email
Advanced reporting
Advanced call groups
Integration with other enterprise systems
Advanced integrated voice response (IVR)
Advanced call monitoring and barge in
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Our buyers rated advanced telephonic features on a scale of 1–5 with 5 being the most important.
(Source: Focus Research’s Enterprise Telephone Systems Buyer Survey, March 2009)
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5. Do you have the time and resources to manage a phone system?
A basic VoIP provider requires your employees to set up the phones, update
the software and troubleshoot issues, so if you’re leaning toward basic, make
sure you have the time and IT staff to dedicate to it. Managed VoIP providers
deliver expert installation, ongoing support and automatic software upgrades.
Plus, they enable you to add new licenses and services without limit.

35%

On average IT departments spent more than
a third (35%) of their time fixing problems
with existing IT hardware and software…
http://www.techradar.com/us/news/world-of-tech/roundup/it-departments-spend-athird-of-their-time-fire-fighting-problems-1109662
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6. Do you need your phone system to generate revenue?
If it’s important that your phone system pull its weight, managed VoIP
services are equipped to give you a few strategic advantages that a basic
system can’t. For example, a managed VoIP can be configured to integrate
with your CRM, ERP, ATS and other apps. It can also cull information that
will help you optimize staff levels, evaluate employee performance, analyze
your marketing spend and better understand customer behavior.
The biggest IT challenge
faced by SMBs lies in data
quality and data integration.
Small and midsize
businesses
reported seamless
prospect data
sharing between
finance and sales,
and finance and
marketing
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Of SMBs reported
seamless sharing
between finance
and marketing,
and finance and
customer services

Of SMBs reported
seamless sharing
of customer data
between finance
and sales

Still report
struggles on their
journey to seamless
data sharing

(Source: http://www.eweek.com/itmanagement/small-businesses-adoptingcrm-struggling-with-data-integration/)

7. Are your people on-the-go?
Basic VoIP is great for static offices, but if your people are on the go, built-in mobile
management from a managed VoIP service provider is the way to go. Managed VoIP
systems enable you to transfer a call from wherever you are (home, airport, Starbucks)
using whatever phone you choose, be it a desk phone, computer, or mobile.

20 to 30 million people
work from home at
least once a week.
(Source: http://www.teleworkresearchnetwork.
com/telecommuting-statistics)
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8. Does your business thrive on the latest technology?
The wonderful thing about cloud based technology is that you have access to the
latest solutions. How quickly you are able to access the latest and greatest depends
on whether you choose basic or managed VoIP. As stated before, basic VoIP
requires a do-it-yourself approach to hardware and software upgrades. Managed
VoIP automatically takes care of the hardware and software upgrades for you.

Rule of thumb is that businesses
replace a legacy phone system only
about once every seven years.
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9. How will you know if you’ve chosen the right VoIP provider?
Businesses searching for a VoIP phone provider that supports the way they work
should use technology, service and vision to benchmark potential providers.
Be sure to ask each VoIP vendor you consider what kind of technology they
use, and how they intend to service your system when issues arise or upgrades
are needed. Lastly, consider the reputation of the VoIP provider; do they stay
current or have they fallen behind? Are they visionary or reactionary?

Most influential criteria when
purchasing a phone system
(Source: Focus Research’s Enterprise Phone
Systems Buyer Survey, March 2009)

Meeting specific requirements
and feature needs 3.8%
Others 11.5%
Easy to implement or maintain
11.5%

Lowest total cost 13.5%

Best support and
customer service 13.5%
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1.9% Compelling
product road map

Reliability and
performance
50%

We hope “Dial Nine” has saved you time
in determining which type of VoIP provider is best for your business. To learn
more about ShoreTel Sky and download other related eBooks, white papers,
and view product demos please visit http://www.shoretelsky.com/resources.

reactionary or
visionary
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