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1. Executive summary
In the last few years, there have been several major advances in
enterprise-grade voice communications. Companies are now able
to take advantage of these to improve the way they manage their
operations as next generation voice services can offer businesses
high-quality, flexible connections at lower costs and greater
reliability than in the past.
This is linked to significant developments in IT networking that
have seen improved data connection speeds, greater reach of
all-IP networks and the emergence of hosted solutions based in
the cloud as a mainstream technology for businesses. As a result,
converged networks that combine voice and data services will be
the future for many companies.
However, many firms are unaware of the opportunities available
to them and are still basing much of their communications on
outdated legacy systems that are not optimised for handling the
current demands of both workers and customers. Therefore,
businesses and their partners will stand to benefit from
upgrading their voice services to more modern solutions that
can be integrated as part of a unified communications suite
encompassing much more than just voice calls.
This is a result of one of the key trends of recent years that can
offer a competitive advantage to firms - the transition from
traditional telephony services to next generation IP data services.
These enable enterprises to be more innovative in how they handle
their communications, adopt high-quality services at significantly
reduced costs to businesses and take advantage of a range of
options available that are tailored to the unique needs of firms of
all sizes.
Resellers are able to play a key part in driving innovation, by
explaining to companies about the choices available to them and
showing how they can improve their operations. By offering next
generation voice, partners can also improve revenue, gain access
to new markets by expanding their reach and boost the efficiency
of existing services.
If firms are to be ready to meet the challenges of the coming years
and the demands of employees and customers, they will need
the help of partners with expertise in next generation voice, as not
deploying the latest solutions could leave enterprises at a serious
competitive disadvantage. As such, resellers providing such
services will be well-placed to drive growth in the sector for the
coming years.

partners.talktalkbusiness.co.uk

getintouch@talktalkbusiness.co.uk

Find out more about our Mobile solutions at partners.talktalkbusiness.co.uk/voice

Voice White Paper - PARTNER.indd 3

02/11/2012 14:19

Facebook

YouTube

Twitter

Google+

Linkedin

Facebook

YouTube

Twitter

Google+

WHITE PAPER

@ttb_partner
Facebook

YouTube

Twitter

Google+

#ttbWhitePaper

Linkedin

Facebook

YouTube

Twitter

Google+

NEXT GENERATION VOICE: PREPARING YOUR BUSINESS FOR THE FUTURE OF COMMUNICATIONS

2. Why businesses will need solutions
Having high-quality communications services in place is a must for any business that is
looking to establish a positive relationship with its customers. Therefore, being able to offer
such solutions with high quality levels of support and service will be essential to the future
success of resellers operating in the sector.
It was noted by the Financial Times in September 2012 that
companies and employees are beginning to demand much
more functionality from their voice communication systems1,
so businesses expect partners that can adapt their systems
to meet the expectations of both workers and customers.

2014
2011

Mitel predicts a rise in
virtualised IP telephony
(vs. on premise) from
2% in 2011 to

32%

in 2014

Many firms may also find this is being driven by their younger
employees, as these individuals are more familiar with simpleto-use consumer communication technologies such as the
iPhone. Figures from Ofcom reveal there were 82 million
mobile connections in the UK last year, while Britons spent 124
billion minutes talking through these connections2. There is an
expectation that they should be able to use similar advanced
technologies in the workplace, and doing so will play a key role
in boosting their productivity. They are also likely to demand
the ability to use personal devices such as smartphones in the
office.
Research conducted by Cisco has suggested 95 per cent of
organisations allow employee-owned devices in the workplace
in some shape or form, with three-quarters of IT leaders stating
this offers positive results for their company3. Therefore, voice
communication solutions that can cost-effectively connect
workers using these devices will be another factor firms need to
consider.

partners.talktalkbusiness.co.uk

Many companies are currently facing a tipping point, as they
are reaching a stage where they will have to look at upgrading
their communications systems or face being left behind. It will
therefore be up to forward-thinking partners to guide them
through this process and ensure that companies understand
what they have to gain by upgrading their systems to be ready
for the future.

“Generation Y’s
insatiable craving for
instant gratification,
ubiquitous access
to information and
ability to communicate
flawlessly will drive both
ICT innovation and
investments to deliver
the future workspace
for enterprises and
businesses.”
Adrian Dominic Ho, Principal of Managed &
Telecom Service, Networking Research, IDC
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3. Drawbacks of legacy systems
A key part of this may be highlighting the numerous ways next-generation systems eliminate
the drawbacks of legacy systems, which may harm their profitability and efficiency.
By demonstrating to firms where improvements can be made, partners can help drive
innovation and push companies towards next-generation solutions.
Costs
For starters, firms are likely to be paying over the odds for their
voice communications services if they are still using legacy TDM
systems. In the current difficult trading environment, with a
weak economy and many businesses struggling to grow, this will
be an issue for many companies.
Voice-only systems could also be costing enterprises money
as they have to be acquired on a separate contract from data
networks. This leads to added complexity as well as the need to
pay for two systems, which is avoided if firms use partners that
can offer converged all-IP networks that include both voice and
data in a single package.

Lack of flexibility
Older systems relying on obsolete technology also have poor
flexibility and scalability, which will pose many problems if a
business is trying to expand or add new locations. If they have
to figure out ways of scaling up old systems, this can be a timeconsuming and costly process that will still result in systems
that are not working at their full efficiency.
With next generation voice technology, it is much easier for
companies to upgrade their voice solutions to meet the needs
of a growing business. All-IP voice networks using advanced
internet-based telephony solutions can be added to without
major capital investment, giving businesses access to more
appropriate solutions at the flick of a switch as their needs
evolve.

Downtime

If customers cannot easily get in touch with a company, they
are likely to get frustrated and take their business elsewhere.
Therefore, keeping customers happy when they wish to speak
to a representative over the phone will be a priority for many
firms. In fact, having effective communications systems that
make it quick and easy to keep in contact with customers could
even be a unique selling point a company can use to stand out
from its rivals.

“Customer service
enhancement continues
to receive priority,
as enterprises are
investing more capital
in contact centres that
offer superior client
satisfaction.”
Krishna Naidya, Industry Manager,
Frost & Sullivan

Also, companies on legacy systems are at greater risk of
experiencing disruption to their services, leading to downtime.
This is likely to be bad news for businesses that use voice
services as a primary means of communications with
customers, or for driving revenue. Aside from the lost income
and productivity that organisations see when their services
are not working, it could also have a negative impact on their
reputation and customer retention.
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4. Emphasising the benefits
of all-IP communications
For many firms, the solution to improved voice
communications will be in the next generation
networks that are becoming commonly available to
businesses. While once associated with consumer
technologies, internet-based voice calling is now
recognised as a true enterprise-grade solution, with
interest in the tools among business-to-business
customers in particular booming.
Demand for these technologies can be seen in figures from International Data
Corporation. According to the research firm, the combined IP PBX and IP Phone
market in the Europe, Middle East and Africa (EMEA) region was worth almost
$3.5 billion (£2.16 billion) in 2011, with Western Europe seeing growth of 7.3 per
cent6. Ofcom has also noted that while the number of fixed-line calls made by
businesses in 2011 fell, broadband take-up is increasing2. Therefore, tools that
can use the internet to improve voice communications could be highly useful to
these firms.
There are several reasons a company might look for a partner to help them with
the deployment of next-generation voice systems. For starters, cost-cutting
measures will be a high priority. Advanced voice networks can be purchased as
part of a single service agreement that combines voice and data traffic into one
package.

“Voice, internet and video traffic
were the top apps carried by
business connections [in 2011]”
Ofcom, Communications Market Report 2012

As well as being potentially cheaper, this reduces the complexity and the
number of contracts that a company has to deal with and, when partnering with
a nationwide provider, organisations can be assured they will have the reach to
connect all of their sites as part of a single deal.
Resellers should also explain to businesses about the range of productivity and
operational benefits that they can expect to see when upgrading to IP telephony.
These include making it easier to manage voice communications through call
handling and routing, as well as better scalability. This makes it simpler for a
partner to help increase the scope of a company’s solutions without the need for
a firm to invest in all-new systems.
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5. What options are available?
For businesses seeking to take advantage of the next generation voice technologies on offer,
there are a number of options available from resellers that can boost innovation in their firm.
All business-grade connectivity solutions offer numerous benefits over legacy TDM networks,
such as better reliability, reduced costs and greater bandwidth availability.
However, some may be more suited to certain business
strategies than others, so it will be vital that partners are able
to identify the solution and service provider that is right for
each enterprise.

ISDN30
For small and medium-sized businesses with a limited
number of sites, ISDN30 technology could be ideal. This is
a cost-effective solution for less-sizable enterprises and
can allow between eight and 30 voice connections to make
simultaneous calls.
When looking for these, businesses will demand a provider
that has a national reach and can take advantage of next
generation networks. Partners that can help them upgrade
will also be important, as advanced ISDN30 services can also
offer a migration path to other technologies that growing firms
can take advantage of, as well as demonstrating better value
for money than legacy networks.
ISDN30 also offers great deal of flexibility, allowing partners to
offer differentiated offerings at competitive pricing, enabling
resellers to maximise their margins and offer high-value
features that drive revenue growth.

SIP Trunking
However, as companies expand, they may find they outgrow
ISDN30 tools. There are currently around 2.7 million
business ISDN30 connections in the UK, but as firms grow,
these may no longer be appropriate. As the number of
employees needing communication solutions increases,
it is likely to be more cost-effective for firms to switch to
a SIP trunking solution over multiple ISDN30 lines, as this
is rapidly becoming recognised as a key technology for
businesses.
According to Sonus Networks, SIP trunking and a move to
IP-based voice communications can collectively reduce
traditional enterprise telecom bills by up to 75%7. A July
2012 report by the firm suggested the technology can also
lead to productivity gains of up to 23% compared with
legacy networks.
Businesses can upgrade to SIP solutions from ISDN30 easily
and take advantage of the numerous benefits that can be
provided by knowledgeable partners. These include greater
flexibility when it comes to numbering, allowing companies
to set up geographical and non-geographical numbers as
required, which can be kept if a business needs to relocate.
It is also better able to handle volatile capacity
requirements, allowing a company to scale its systems up
as and when this is needed. Businesses can also be assured
their partner is delivering a reliable system with identical call
quality to ISDN30 solutions.
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Voice over Ethernet
For larger firms and those looking to run a high number of simultaneous voice
connections, such as in contact centres, Voice over Ethernet technology may
be the ideal solution. This is a highly scalable technology, with the ability to add
new connections quickly and simply, while it is also very cost-effective as there
is no need to pay for services beyond what is necessary.
The flexibility that comes with Voice over Ethernet technology also helps
resellers offer futureproofed services that will be able to handle any new
developments in the coming years. With this technology, partners can
provide the robust, high-value infrastructure needed to facilitate moves to
a converged data and voice solution. This will result in simpler contracts, a
reliable single-supplier network and easier management.
Partners also need to make clear to all businesses how Voice over Ethernet
technology can work for them. Many firms may be under the impression this
is a highly customised service that requires a large amount of resources to
manage. In fact, resellers should emphasise this technology can also provide a
more standardised service that will be suited to the needs of any firm.

“SIP trunking offers true
advantages over legacy
TDM services. The ability to
combine voice and data
connections on a converged
network provides evolutionary
cost and overhead savings for
any organisation”
Jon Nowell, Head of Communication Services Product
Management, TalkTalk Business
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6. Unified communications to be a top priority
In future, however, it will not be enough to just offer single
voice services to businesses. In the coming years, voice is
likely to be just one application that enterprises use as part
of a single converged system that combines data and unified
communications.
This will also encompass tools such as videoconferencing
and enterprise-grade instant messaging (IM) software with the latter already in use by many firms for costumer
communications as well as internal use. For example, many
companies are now using IM services to connect website
visitors directly to an advisor, eliminating the need for lengthy
email exchanges should an individual have a query or complaint.
Meanwhile, videoconferencing will also play an expanded role in
enterprises, driven by new trends such as flexible and remote
working. Revenues for the technology grew by 20.5 per cent in
the EMEA region last year, with further growth of 18.5 per cent
expected in 2012.

“Recent trends
emphasise the
fundamental
transformation of the
IP PBX business. An
increasing number
of IP PBXs are being
installed as part of
unified communications
and collaboration
deployments.”

Businesses that do not have unified communications services
in place are likely to be left behind in an increasingly competitive
environment where efficiency is a top priority. The productivity
benefits of advanced communications services are clear, as
PBX vendors estimate such tools can save employees up to two
hours a week that would previously have been spent dealing
with inefficient communications.

11 2014
20
Use of
UCC Apps

Mitel forecasts a rise in virtual
Unified Communications and
Collaborations Apps from
34% in 2011 to 66% in 2014
(vs. on premise)

The demand for these services is reflected in the spending
companies are allocating to the area. While the market for
unified communications solutions in EMEA stood at $5.7
billion in 2010, it is expected to increase at a compound annual
growth rate of 23.7 per cent between 2010 and 2015, when it
will be worth $16.6 billion10. Research conduced in September
2012 by BT also suggests 84% of executives believe unified
communications tools that combine voice services with other
solutions can help their business be more successful11, so it is
clear this is an areas that partners cannot afford to ignore.

Michael Vorisek, senior research analyst, IDC
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7.

The benefits of hosted communications

61%
MOBILE

of firms say they have improved collaboration between
dispersed teams attributed to presence, using unified
communications

VIDEO CONFERENCING

HOT DESKING

With the use of unified communication services including voice
and video set to take up more of an organisation’s data traffic
than ever before, it makes sense to promote hosted solutions
to customers. By outsourcing these technologies to an external
provider, businesses are able to enjoy all the benefits of the
latest developments without the need for significant upfront
investment.
As the only expenses for firms involved in these services will
be ongoing operational costs rather than large initial capital
expenses, the solutions are ideal for companies looking to
save money and could present a new revenue stream to
resellers. This will undoubtedly be a key priority for partners at
the current time, as many enterprises may struggle to secure
finances for large-scale hardware upgrades. Firms therefore
need to demonstrate they can offer innovative solutions for
organisations on all budgets.

partners.talktalkbusiness.co.uk

EMAIL

WEB BROWSING

INSTANT
MESSAGING

Offering hosted solutions means partners can provide a
comprehensive service-level agreement (SLA) that guarantees
high reliability, scalability and transparency. As businesses
can meet all their needs from a single partner, this simplifies
management and reduces costs, while also offering the ability
to make changes and add-ons quickly and simply.
These can be arranged on a pay-as-you-go basis to ensure
firms only pay for what they use, while all maintenance and
support is also included in the SLA. This gives businesses
peace of mind that the built-in protections and resilience of the
solutions will dramatically cut the risk of costly downtime.
Another key benefit of hosted communications service is
their flexibility and scalability, so partners with the right skills
can ensure solutions are tailored to the specific needs of a
company. Resellers should be able to deal effectively with the
changing needs of businesses that are growing rapidly, as well
as those that are taking on temporary staff who will need to be
connected to the rest of the firm.
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8. How can partners maximise opportunities?
Because of the many benefits to be achieved from investing in advanced voice
communications solutions, it is obviously an area firms of all sizes that are still on legacy
systems should be looking into. But as developments in next generation voice technologies
are continuing to evolve, partners need to be sure they can help these firms make the right
choices to make the most of these new developments. Therefore, there are several things
partners need to do in order to highlight to businesses in order to help them improve revenue
and take full advantage of the new opportunities these services can provide.
Will it be future-proofed?
Concerns about being ready for the future will be chief in the
minds of many companies at the moment and will demands
solutions that will cope with any new developments a few
years down the line without the need for complete overhauls.
Therefore, it will be essential that partners are able to offer
reassurances that their voice systems will be futureproofed
and can adapt to new challenges for many years to come.
Providing this certainty will allow firms to focus on their core
priorities, rather than having to worry about patching or
replacing systems that were not designed with long-term goals
in mind.

Will it fit a business?
Ensuring that they are able to provide products to meet the
needs of every business will be essential for partners. By
offering next-generation voice services that are tailored to
the individual needs of each business, with a comprehensive
support system in place, partners will be well-placed to
improve revenue streams and extend their reach to firms of all
sizes across the country.

Are you offering a quality service?
The quality of the service partners are able to offer will also be
a key factor. Finding a company that can offer an end-to-end
service covering all aspects of an enterprise’s voice and data
connections will be a priority for businesses and resellers
will have to show they offer this to take advantage of new
technology opportunities.
Other key questions related to this that partners must
answer will include queries about whether the network
has enough reach to meet all of their needs, can offer swift
resolutions should any issues arise, and are able to meet their
requirements when the time comes to upgrade.

partners.talktalkbusiness.co.uk

How can businesses benefit
from converged solutions?
Converged solutions that can combine voice and data should
be emphasised, as these will provide a good solution to
many firms. Resellers that can deliver these services as part
of a single package can achieve better value, offer reduced
complexity and improved reliability to customers thanks to
the next generation networks services are delivered through.
If partners are able to answer all these questions satisfactorily,
they will be able to provide the confidence that businesses
need in order to invest. By offering an innovative range of
products, backed up with industry expertise, resellers can
realise improved margins and higher revenues by delivering
services businesses want and need.

“The convergence of
voice, video and data
communications around
a shared IP-based
infrastructure is bringing
benefits to businesses
of every size, industry,
and geography.”
Minhaj Zia, Director of collaboration sales,
Cisco India
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