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For many, telecom services are both tedious 
and time consuming.  Every carrier claims to 
have the ideal solution but in the end they are 
all the same.  The endless phone calls to 
resolve billing issues.  Your contacts are rarely 
accountable for their actions.  And, it always 
seems like the costs are just too high for the 
services being received. 

You Are Not Alone ... 

In a recent survey, CIO Insight questioned 
telecom decision makers and the results likely 
will not surprise you. Surprising   

· The average satisfaction level was 64% in 
2009. 

· This satisfaction level was up 7% from past 
years. 

· The highest satisfaction rating for the 
major telecom carriers was 71%. 

In these tough economic times, it is hard to 
believe that any organization can stay in 
business with only two-thirds of their 
customers satisfied.  The most interesting 
statistic in the survey was, 79% of companies 
plan to stay with their current carrier even 
though they are unsatisfied with the value and 
reliability of the services received. 

When managing telecom services, the biggest 
challenge is generally not with the services 
themselves but with the poor support received.  
Here are some helpful hints to improve the 
support you get. 

Update Your Contact List ~ People and 
telephone numbers change.  Keep your contact 
list up to date.  Knowing who to call can 
eliminate wasted time. 

Know Your Issue ~ To pick up the phone only 
report that you are down minimizes the ability 
of your support team to help.  The more specific 
you can be will help pinpoint the issue and get it 
resolved more quickly. 

Know Your Services ~ Having a accurate 
inventory of your services including billing 
account numbers and circuit ID’s will allow 
your support team to focus on your issue 
immediately. 

The Next Steps ~ Before hanging up the phone, 
make sure to get call back numbers, trouble 
ticket numbers and expected time frames for 
subsequent feedback.  If you do not hear back in 
that timeframe, call to escalate as necessary. 

Work in Parallel ~ Rarely are your telecom 
services the only element.  If  telephone services 
are down, contact your system vendor.  By 
engaging all the parties immediately, you are 
more apt to resolve the issue more quickly and 
avoid the finger pointing that is all too common 
in this industry. 

Resolving your telecom issues quickly and 
accurately will improve your satisfaction 
allowing you to get back to driving your 
business.  It is also important to note that 93.5% 
organizations that engaged Orion to assist with 
their telecom have felt comfortable referring our 
services.  Our single point of contact can 
provide the accountability and support needed 
when dealing with communications. 

Special points of 
interest: 

· The Fine Print 

· Business Mobility 

· Rate Changes 
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Your Cure for the Common Carrier 



The Fine Print 
When working with our customers on 
telecom projects over the last few 
months, a common issue has been 
misunderstandings about the terms of 
the contracts that were previously 
signed.  The most common challenge 
has been a knowledge of the terms 
relating to the end of their contract.  
Here are some quick tips to save time 
and avoid unnecessary surprises. 
· When looking to explore your 

options, contact your current 
carrier to solidify your end date. 

· Start the process six months in 
advance of your project deadline. 

· Request all communications be in 
writing to avoid future surprises. 

Some Thoughts ... 
· SIP can be delivered as an Ethernet connection to your 

telephone system although traditional PRI, T-1 or POTS 
integration is recommended. 

· The voice is often compressed compared to traditional 
deliver methods allowing the ability to increase the 
concurrent calls on a single facility.  But, the 
compression can also negatively impact fax and modem 
communications. 

· It is important to understand the capabilities of your SIP 
provider.  The offerings can differ significantly, some 
offering more value than others. 

· SIP trunking is not available everywhere although the 
footprint is increasing all the time. 

Over the last few years, an increasing number of telecom 
providers have introduced a new delivery method for voice 
communications, Session Initiated Protocol or SIP.  In fact, 
if you have recently implemented new service, you may be 
using a form of the technology and not even know it.   

SIP trunks integrate voice, data and/or Internet on the same 
access to your location.  The access facility which is most 
often a T-1 dynamically allocates the respective traffic 
prioritizing your voice traffic to maintain quality.  As voice 
traffic increases, less bandwidth is available for your data 
and/or Internet traffic. 

The solution can be very cost effective for customers at 
many levels, but a comprehensive analysis should be 
completed as the value of this solution can significantly 
differ on a customer by customer basis. 
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  FROM  ORION       
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V O I C E  O V E R  T H E  I N T E R N E T  

Did You Know … 
Changes within your organization can have a significant impact on your cell phone calling plans.  Adding users to 
your pooled minutes, changes in calling patterns or usage, and variations to the method in which you use your devices 
such as texting, e-mail or data can create unexpected spikes in costs.  It is valuable to review your plans at least every 
quarter to ensure that they align with your business needs. 

Annual Rate Changes 
As the new year approaches, carriers often 
introduce new rate plans.  Although 
intended to drive new business for the 
carriers, they can frequently significantly 
reduce monthly costs.  Just because your 
are current contracts are not expiring, it 
does not mean you cannot take advantage 
of the lower rates.  Call Orion today so we 
can match your current environment with 
cost savings opportunities. 

IP Numbers and the Internet 
Much like your telephone number, a 
unique IP number is assigned to your 
organization when you get an Internet 
connection.  This IP number allows 
you to receive e-mail, browse the Web 
and provide connectivity for VPN 
remote access.  Should you consider 
changing your Internet provider, it is 
important to know that your IP number 
will also change. 
Make sure that your IT staff knows that 
you are looking at potential changes.  
This will allow them time to prepare 
any necessary network alterations so 
that your e-mail does not stop or your 
customers cannot get to your Web site 
needlessly. 
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H O W  D O E S  T E L E C O M  S E R V I C E  I M PA C T  Y O U R  B U S I N E S S ?  

Your Cure for the Common Carrier 

The impact telecom services has on any organization can be 
very different.  For some, it is a critical aspect to being able 
to conduct business effectively.  For others, it is merely a 
rudimentary  element.  Independent of your specific needs, 
it is always a balance of cost, reliability and speed. 
The fact is, if you truly do your diligence, you can have the 
best of all worlds.  It is just a matter of exploring your 
options with the available carriers and designing creative 
solutions that match most effectively with your original 
goals.  But, it is important to first understand your goals 
upfront so an adequate solution can be designed.  A little 
upfront planning can make all the difference. 

Considerations to Help Reach Your Goals: 
· Change ~ Don’t just look at a single month of service 

for your baseline.  Most organizations have some 
seasonal aspect to usage or a trend may be identified.  
Looking at multiple months can help. 

· Diversify ~ Although combing your services with a 
single carrier can minimize your points of contact and 
simplify billing, a combination of carriers can often 
provide the greatest value providing redundancy and 
often lower monthly cost. 

· Say “No” ~ The first offer is rarely the best.  
Additional promotions, signing bonuses and other 
service packages can often be made available. 
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M U LT I  L O C A T I O N  R E T A I L  O R G A N I Z A T I O N  

An increase in foot traffic at the remote stores was 
requiring more time to be spent on the floor leaving 
phone calls often getting unanswered.  This was 
creating a bad reputation for the company with their 
customers turning to other resources.  A solution 
needed to be developed to balance the attention that 
was being given to customers going to the stores and 
those calling while still maintaining a local feel. 

Challenges: 

· The local telephone numbers for each of the stores needed to 
be maintained as they were advertised throughout many 
mediums. 

· Telecom costs were continuously increasing across each of 
the remote stores. 

· The customer had a wide range of skill sets from their 
employees due to high turn over and ever changing 
technology. 

· Callers had a difficult time reaching the appropriate contacts 
at the central site often waiting on hold needlessly. 

· Geographic diversity meant many local service providers 
that needed to be aggregated into the solution. 
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After carefully evaluating the needs of the customer, 
Orion designed a solution incorporating SIP trunking.  
This allowed the customer to transport all of the 
remote location telephone numbers back to a single 
access point at their corporate location.  Calls could 
now be answered centrally, allowing the remote site 
personnel to focus on customers coming into the stores.  
If the caller needed to speak directly to a store, the call 
could then be transferred over a VPN connection. 

Outcomes: 
· Reduced overall telecom costs by 5% while increasing the 

available call capacity by 50%. 

· As a part of an enterprise communications network, 
employees could better communicate between locations 
without incurring usage charges. 

· Calls are answered by a centralized group of trained personnel 
prepared to support the customer calls. 

· Direct telephone numbers were assigned to key personnel and 
departments at the central site using DID to improve call flow. 

· Overall employee productivity increased across the 
organization by having individual skill sets focused on areas 
in which they were most adequately trained to address. 


