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Hosted VolIP in the Enterprise

osted solutions are attracting scads of new

business customers. You don’t have to buy new

equipment or pay IT staff to install, configure
and maintain it. And new, flexible technologies allow ser-
vices to interoperate with any legacy premise equipment
you may have. Furthermore, many services can be offered
with high “granularity” — you can buy them on a per-line
basis, and your maintenance contract is generally based
on per-seat licenses.

M35 provides IP Telephony and PBX telephone key systems using
VoIP in the greater New York and New Jersey area. Dan Hoffman,
CEO of M5, says, “The good news for the field is that everyone is
acknowledging that this is a good idea, and our prediction, along with
some other analysts, is that in 5 or 10 years the mid-size enterprise
will stop buying its own systems entirely. All signs of the economics
of customer satisfaction point in that direction, and there has been

a growth in the resiliency of the network to make hosting possible.
Within that broad landscape, we see the end customer splitting the
industry into two directions. First, there’s a group that wants to see
that costs continue to be driven down, and get basic dial tone over the
network. Second, there’s a group that views the technology as a way to
drive costs down and drive service levels up.”

“So there’s this group of businesses that are very voice-connected to
their customers,” says Hoffman, “and they consider this voice delivery
model as a way to finally get some major impact from all of the R&D
and all of the rich features that are going into the telephony world,
and they want it hosted because feel these things are simply too com-
plicated to deploy by themselves. Just about everybody likes the ser-
vice model, and customers are gobbling it up as soon as they can find
providers who can deliver the services well and reliably. But there are
people who are increasingly using it as a way to deploy the advanced
features, and that’s where we're getting some really exciting stories.”

“The key is that, in order to get anything out of those features, you
need to present them as an easy-to-use service. For as long as there
have been phone systems, we've had some devices laden with thou-
sands of features, but no one uses them all. When we talk to end-user
businesses, all of this stuff makes their eyes glaze over, unless there

is someone who can set it up, support it, and make it easy for them.
They just don't have that capability in-house. The richness of unified
communications is making it necessary to deliver such enormous

functionality as a service.”

By Richard “Zippy” Grigonis

Larger carriers are also in the hosted VoIP arena. For example, Qwest

OneFlex Hosted VoIP is a VoIP service that replaces your need for

a premise-based phone system, and it provides popular applications
such as voicemail, conferencing and unified messaging. It also offers
Microsoft Outlook integration.

Also in the game is XO Communications, a nationwide provider of
advanced communications services and solutions for businesses, en-
terprises, government, carriers and service providers. Its customers in-
clude more than half of the Fortune 500, in addition to leading cable
companies, carriers, content providers and mobile network operators.
Its infrastructure comprises an interesting amalgam of high-capacity
nationwide and metro networks and broadband wireless, which helps
XO offer customers a wide range of scalable, managed voice, data and
IP services in over 75 U.S. metropolitan markets.

XO’s Director of Voice and Converged Services, Nic Jackson, says,
“Our XO One Managed iPBX services business provide a managed
solution that includes a PBX as well as network services, installation,
maintenance and management of the end-to-end voice solution,
which is great for enterprise customers.”
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XO’s Eric Hyman, Director of Managed Services, says, “In fact, we
have two product lines that support managed services in some type of
hosted environment. The first one is the XO One iPBX. Our primary
manufacturer of choice is Avaya, although we do work with Nortel

on occasion, and we're in the midst of working on a trial with Cisco.
In that environment XO carries the capital for the hardware and the
maintenance. It’s a very different model and value proposition that
you would probably encounter with anybody else. It has the ability

to reduce IT capital expense — meaning staff headcount — and it
enables the customer company to focus on its core business, while XO
focuses on the hardware and network solution. By the way, XO One
is a complete bundled solution, which means it includes not only the
hardware, maintenance, and management of that hardware, but it also
includes XO’s network. So it’s a single bundle from a single provider,
allowing for a single point of contact to our customers for any and all
telecommunications issues.”

“This product has had a steady upward trajectory,” says Hyman. “It’s
a fairly successful product for XO Communications. I would say that
Avaya would probably rank us as either Number 5 or 6 in terms of
domestic resellers in the SMB space. So we have a very strong symbi-
otic working relationship with Avaya.”

“Second, we're finding even greater success in multi-location deals,”
says Hyman, “where customers are not only taking this hardware, but
they’re adopting XO’s MPLS VPN product too. They also like to send
voice over the MPLS VPN if it’s our IP Flex with the VPN.” (XO IP
Flex is one simple bundle containing a complete package of commu-
nications solutions for a business, including the XO Anywhere feature
for unified communications, local and long distance voice, Internet
access and webhosting — all at a flat monthly rate consolidated on
one invoice. XO IP Flex is available with Business Lines, Digital

Trunks or ISDN-PRI connectivity.)
Hosted or Managed?

The rising tide of VoIP hosting has spurred carriers to bring their
infrastructures in line with what’s expected of a next-gen network,
whether by “home grown” efforts or by scrambling to find companies
that offer the proper technology, particularly when it comes to offer-
ing truly “managed” services involving customer premise equipment
not actually managed by the customer. Turin Networks, for example,
recently announced new feature enhancements that position the com-
pany’s popular Adit product line as a major carrier-grade Converged
Services Access Gateway (CSAG) platform optimized specifically for
the migration to VoIP and the delivery of new managed IP-services to
SMBs. There are more than 130,000 Adit units out there, deployed
by customers that include 6 of the 10 largest LECs in the U.S. — they
are the premier component of Turin’s iConnect for Converged Ser-
vices solution. Turin’s Adit 600 now has a MultiService Router (MSR)
module with SIP-based VoIP, making the Turin Adit 600 a super-flex-
ible multiservice CPE platform enabling service providers to deliver a
complete range of traditional TDM voice, VoIP, Internet access, and
IP-based VPN/Security services from a single, modular device.

Ironically, Mitel, a company long known for its CPE business phone
systems, is also experiencing growing interest in its managed services
offering, the recently expanded Mitel TotalSolution managed services
program, used by more than 17,000 large and small companies. The
Mitel TotalSolution program now includes the extensive Mitel unified

communications portfolio of platforms and applications, IP/data
communications network planning, provisioning, and carrier services,
along with complete service, training, and support, as well as other
financial benefits. Thus, unlike competing “simple lease” programs,
Mitel provides a more comprehensive offering that ranges from up-
front consulting and maintenance to upgrades and carrier services.
Mitel has the ability to interoperate across various network vendors’
equipment, and Mitel consultants can work with a customer’s I'T
infrastructure and help them leverage existing investments.

Helping Hands

Increasingly cut-throat competition has forced network operators and
service providers to focus on value-added services that are easy and
inexpensive to deploy. But many service providers or telcos wanting to
get into the hosted services business have difficulty building and incor-
porating new customized applications. Fortunately, Sylantro Systems
of Campbell, California, has developed software enabling service pro-
viders to deliver innovative customized, hosted VoIP applications and
services for business, consumer, and wireless subscribers. Many busi-
ness and residential voice communication services across fixed, mobile,
and converged IMS networks have their origins in Sylantro technology.

Sylantro recently won a 2008 TMC Labs Innovation Award for its
Synergy Web Attendant Console. Based on a cost-effective SaaS
(Software as a Service) model — in particular Sylantro’s Snapps Web
Services — the multi-user, browser-based Web Attendant Console
allows end-users to grow their own solution and integrate other web
services such as location and CRM into the same app, thus enabling
carriers to sell additional services to end-users without additional
hardware such as sidecar consoles. Using this multi-user, Flash-built
solution, office receptionists can control and dispatch incoming calls
to corporate and departmental numbers from any browser running on
a desktop, independent of physical location. Indeed, there is no physi-
cal installation of any desktop software or hardware.

Also, in February 2008, Sylantro unveiled Release 4.2 of its Synergy
Multiplay Application Feature Server, which now includes a soft-
ware suite focused on mobile users, enabling sophisticated, hosted

IP communication services across fixed, mobile and cable networks.
With Sylantro’s technology, enterprise customers can use their mobile
phones as an extension of their hosted PBX services with the ability
to interact with business PBX applications such as Automatic Call
Distribution (ACD) and phone presence over the mobile handset.
Moreover, the system supports real-time call handover between mul-
tiple devices, such as a desk phone and a mobile phone.

And in the Contact Center...

Many people don’t realize that call/contact center capabilities can also
be delivered as a service. Take for example, Version 5.2 of Cosmo-
Com’s flagship product CosmoCall Universe.

Interestingly, CosmoCom is as adept at supporting internal corporate
communications as well as those entering an organization from the
outside world. That’s because the need for communication between
contact center agents and their supervisors has been underserved in
the past, fostering a cottage industry of third-party add-on products.
Now, however, CosmoCall Universe includes tools that agents can use
to request supervisor assistance, and supervisors can use to broadcast



critical information to all agents or to any defined group of agents.
Agent-initiated help requests are automatically routed to a qualified
supervisor who responds by opening up a keyboard chat session with
the agent, which can become a voice call with one click. One click can
also put the supervisor in silent monitor, whisper, or barge-in mode
for the requesting agent’s current call. The assisting chat session is
independent of the agent’s conversation with the customer, regardless
of the channel. Supervisors can also request chat sessions with agents
or with other supervisors. In addition to the need for one-to-one ses-
sions with agents, supervisors often need to broadcast announcements
to agents — with CosmoCall Universe, these announcements pop up
on the agents screens just like a chat window. CosmoCom even offers
a GUI service creation tool, CosmoDesigner.

Richard Grigonis is Executive Editor of TMC's IP Communications
Group.
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XO Communications is a leading nationwide provider of advanced communications services and solutions for businesses,
enterprises, government, carriers and service providers. lts customers include more than half of the Fortune 500, in addition
to leading cable companies, carriers, content providers and mobile network operators. Ultilizing its unique combination of
high-capacity nationwide and metro networks and broadband wireless capabilities, XO offers customers a broad range of
managed voice, data and IP services with proven performance, scalability and value in more than 75 metropolitan markets

across the United States.

XO® One Managed iPBX is an end-to-end managed communications solution that includes an IP-PBX, phones, installation,
maintenance and support, and a service package that includes local, long distance, and Internet access on a single monthly

bill.

XO® IP Flex with VPN is a fully managed, secure, wide area networking solution that allows businesses to extend the life of
their legacy phone systems while delivering the production benefits of VolP and unified communications. The service com-
bines voice, data and Internet access over a single connection with dynamic bandwidth allocation for maximizing applications
performance. It includes a choice of calling plans, Class of Service capabilities, optional unified communications package,

and optional Applications Performance Management.

WWW.X0.com


www.theygsgroup.com/reprints


<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /None
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Error
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /CMYK
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments true
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /CreateJDFFile false
  /Description <<
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000410064006f006200650020005000440046002065876863900275284e8e9ad88d2891cf76845370524d53705237300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef69069752865bc9ad854c18cea76845370524d5370523786557406300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /DAN <>
    /DEU <>
    /ESP <>
    /FRA <>
    /ITA <>
    /JPN <FEFF9ad854c18cea306a30d730ea30d730ec30b951fa529b7528002000410064006f0062006500200050004400460020658766f8306e4f5c6210306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103055308c305f0020005000440046002030d530a130a430eb306f3001004100630072006f0062006100740020304a30883073002000410064006f00620065002000520065006100640065007200200035002e003000204ee5964d3067958b304f30533068304c3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020ace0d488c9c80020c2dcd5d80020c778c1c4c5d00020ac00c7a50020c801d569d55c002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken die zijn geoptimaliseerd voor prepress-afdrukken van hoge kwaliteit. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /PTB <>
    /SUO <>
    /SVE <>
    /ENU (Use these settings to create Adobe PDF documents best suited for high-quality prepress printing.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /ConvertToCMYK
      /DestinationProfileName ()
      /DestinationProfileSelector /DocumentCMYK
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure false
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles false
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /DocumentCMYK
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /UseDocumentProfile
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


	Button1: 


