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IP Communications Overview

Converging Your Business

Converged IP communications solutions that integrate voice and data infrastructures
on a single network enable small and midsize companies to enhance productivity,

simplify management, and reduce costs.

Background

In today’s rapidly changing business world,
organizations are faced with increased
competition, shrinking margins, and
evolving business models. While traditional
areas of concern—such as productivity

and customer satisfaction—are more
important than ever, newer challenges such
as the expansion of the virtual workforce,
growth of communications traffic, and the
heightened need for business agility must
now be factored in as well. To meet these
challenges, organizations are looking at
technology solutions that can help give

them an edge over the competition.

At the forefront of these challenges are
businesses’ voice networks, which face
changing communication requirements
and expectations. Like everything else,
phone communication is now moving at
Internet speed. Writing down a message
and returning a call within 24 hours is no
longer acceptable to today’s customers.
Small and midsize businesses need voice
solutions that can deliver immediate

gratification to demanding customers.

Businesses are also seeking ways to better
manage ongoing expenses related to their
voice and data networks. Although
outsourcing network management is
common for growing organizations, however

outsourcing is not cost-effective for routine

Cisco Systems, Inc.

Page 1 of 4

administrative tasks. Small and midsized
businesses need solutions that can enable
self-service management for common tasks

such as voice moves, adds, and changes.

One of the most effective ways companies
can realize these benefits is by migrating

to an IP communications solution that
combines voice and data infrastructures on
a single, converged IP network. An
end-to-end IP communications solution can
deliver cost savings to businesses of all sizes,
enabling them to increase production by
taking advantage of telecommunication
applications such as unified messaging,
interactive voice response (IVR), automatic
call distributor (ACD), and Extensible
Markup Language (XML) productivity
solutions. The solution also lets businesses
align their processes with technology to
enhance performance and improve

efficiency.

IP communications supports voice
communications over IP-based networks
with equal or greater quality and reliability
as traditional circuit-switched telephone
networks, enabling companies to deploy it
with confidence. A proven technology, IP
communications is now widely adopted by
businesses worldwide, many of whom are
realizing the benefits of their decisions just

weeks after implementation.
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Challenge

Growing pains are nothing new for most small to midsize businesses. As they expand operations to support new

customers or enter new marketplaces, companies face a variety of strategic challenges.

Many growing companies are already supporting independent networks to handle voice and data communication.
As network administrators contend with managing new equipment, staff, and budget, these separate voice and data

networks become increasingly difficult to scale, manage, and maintain, resulting in higher costs.

Private branch exchange (PBX) installation and upgrades are also costly, sensitive issues for organizations that are
growing or moving to a new office space. And for companies whose PBX is reaching the end of its lease, the renewal

or replacement process can be slow, frustrating, and expensive.

Businesses that are growing geographically must often support several branch offices, where traditional PBX

installations and toll charges can prove to be expensive.

Many companies also need the ability to efficiently and affordably accept and route inbound calls without operator
intervention, using an automated attendant application. Others maintain call centers distributed throughout many
disparate geographic locations, and need solutions to let them integrate Web and back-end systems to improve

responsiveness, retain customers, and increase market share.

Solution

An IP communications solution can help growing companies overcome these business challenges in the short term,

while laying the groundwork to take advantage of new opportunities in the future.

A well-planned IP communications solution should consist of standards-based, fully integrated components that can
enable companies to protect their existing investment, while adding new features and applications to the network. A
standards-based solution delivers increased reliability, integrates smoothly with the existing network, and can easily

be modified or upgraded as business needs change.

A comprehensive, end-to-end IP communications solution is composed of five major components:

¢ At the heart of the solution is the converged IP network infrastructure, which includes switches with inline power,
routers, and other network components such as gateways, services, and software. For companies that have been
planning for an IP communications migration, the Cisco MCS 7800 series of media convergence servers offers a
high-performance server platform for voice, video and integrated data that is cost-effective and easy to deploy.
And the Cisco ICS 7750 Integrated Communications System delivers call processing, multiservice routing, and
voice applications within a single system that provides ease of management and superior call-processing
functionality. IPC platforms can be added to an existing data network immediately, and then easily enhanced as
needed to support advanced services such as IVR, unified messaging, ACD, and XML productivity applications to

meet the evolving needs of a growing business.

¢ End-point devices, such as IP phones that connect to a converged IP network, enable users to place phone calls as
quickly and easily as they would using an analog phone. IP phones can be managed just like any other network
device, making it easy to perform moves, adds, and changes with minimal staff, and saving money on network
administration. They deliver high-quality voice communication and feature LCD display screens to support
advanced IP communications applications. IP end-point devices also enhance employee mobility, enabling users to

receive and make calls from anywhere.
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¢ Telephony applications such as unified messaging let users access and manage voice mail, e-mail, and fax messages
from a single mailbox. Unified messaging helps business professionals manage how and where they want to be

reached, enhancing communications, productivity, and responsiveness.

e Call-processing software extends telephony features and functions to the converged IP network, while providing
support for applications such as unified messaging, multimedia conferencing, collaborative contact centers, and

interactive multimedia response systems.

¢ Management software provides support for IP applications, from basic connectivity, security, and network

management to more advanced services.

Benefits

An end-to-end, standards-based IP communications solution can unlock cost savings enhance customer relationships
and provide a converged network foundation so small that midsize businesses can later deploy innovative IP

applications with ease.

Companies can quickly reduce their total cost of network ownership by migrating their voice and data infrastructures
to a converged IP network. A unified infrastructure lets organizations minimize ongoing network administration costs
by enabling self-service voice moves, adds, and changes. And companies with several offices can avoid costly toll

charges and monthly fees for previously dedicated leased voice lines that connected branch offices and teleworkers.

IP communications can also deliver significant strategic benefits by improving a business’ overall communication with
services such as IP call handling and unified messaging. A recent study by The Radicati Group, Inc., a research firm
in Palo Alto, California, estimates that unified messaging generates 25 to 40 minutes per day of additional
productivity per employee. IP communications also enables increased employee productivity from mobility, so

workers can stay productive no matter where they are working.

Bringing together separate data and voice networks in one IP infrastructure enables companies to simplify network
operations as they build additional value into the network. With an IP communications solution, companies can merge
once disparate support and administrative staffs for voice and data networks. As a result, by eliminating redundancy,
companies can direct their assets toward strategic core business investments. Network support staff productivity has
improved by up to 40 percent at some organizations as a result of an IP communications deployment. IP communications
also enables companies to support innovative XML applications, ensuring content and integration with back-end

database systems for sales and marketing, new service creation, finance, legal, and technology operations.

Next Steps

Small and midsize businesses will often see an immediate return on investment after deploying an IP communications
solution. To optimize their solution, organizations should evaluate their IP communications system frequently,
assessing areas where it has been most effective and exploring possible new applications or processes that could bring

additional benefits to a company.

The Cisco end-to-end IP communications solution can be tailored to accommodate businesses of all sizes and types,
and is reliable, scalable, and easy to manage and support. With a flexible Cisco IP communications solution in place,

businesses are well positioned to easily accommodate new telephony initiatives in the future.
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