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Our goal is to help clients discover ways that IP Telephony 
Applications and Services can impact these 

‘Vital Few’ Areas in their business

Goal is to Impact Key Initiatives, Business 
Processes and Business Results

Business Drivers for IP 
Telephony Applications: The Vital Few

• Empower employees
• Competitive advantage
• Customer satisfaction
• Employee satisfaction
• Revenue generation
• Cost controls/reductions
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Market Trends and Current State
• Cisco has shipped over 2 Million IP phones, 13 Million 

Powered Ports, 1.6 Million Unity Ports, 520 Thousand 
Contact Seats, 10,000+ Customers

• Cisco Canada  has Shipped over 200,000 IP phones
• 32% YOY Growth in Equipment Sales for 2002-2006 (Info 

Tech)
• 64% YOY Growth in Applications and Services for 2002–

2006 (InfoTech)
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Canadian Customers with over 1000 Cisco IP 
phones !
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Which Technologies Will Drive 
Employee Productivity?

IP Telephony Ranked Second on List of Technologies 
Associated with Improved Employee Productivity

IP Telephony Ranked Second on List of Technologies 
Associated with Improved Employee Productivity

Source: Sage Research, January 2003
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Realized Productivity

“the extent to which our 
survey respondents said 

productivity benefits drive 
IPT adoption was totally 

unexpected," 

Kathryn Korostoff, 
president of Sage 

Research, Inc. 

cost savings was cited 
as an IPT deployment 
driver by 75% of those 
surveyed 

productivity savings was 
cited by more than 60% 

productivity benefits 
were felt by both IT and 
non-IT workers 

66% of the respondents 
said they perceive IPT 
deployment as giving them 
a competitive advantage

Sage Research
IPT Productivity Study

February 18, 2003
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Measuring IT Staff Benefits

• For example, 72% report that IPT has 
resulted in faster MACs. Of these 
customers, the average benefit is 1.5 
hour saved per event.

13 hrs/mo/IT employee, or 19 
days per year42%Reduced need for IT staff to travel

5.5 hrs/wk/IT employee involved 
with phone support43%IT staff time saved as end users can use 

telephony features without help

5.4 hrs/wk, or 35 days per year45%Improved productivity within the IT dept. 

3.8 weeks per new office 
opening55%New office opening completed quicker

1.5 hrs per move72%Faster moves, adds, or changes

Average Benefit Level 
Experienced

Percent of 
Population 

Receiving the 
Benefit

Realized IT Benefit
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Measuring Non-IT User Benefits

5 hrs per week, or 33 days per year47%Improved telecommuter productivity

4.3 hours per remote office 
employee per week, or 28 days per 

year
48%Improved remote office employee 

productivity

3.9 hours week per employee, or 25 
days per year50%Less telephone tag for all 

employees

Saves 4 hrs per HQ employee per 
week, or 26 days a year51%Improved corporate headquarters 

employee productivity

3 more moves per year71%
Easier move, add, or change 
process allows employees to move 
workspaces more often

Average Benefit Level Experienced

Percent of 
Population 

Receiving the 
Benefit

Realized Non–IT Benefit
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Cisco AVVID Applications and 
Business Solutions

• IP Attendant Console 

• IP SoftPhone  

• IP Auto-Attendant 

• IP Interactive Voice Response 
(IPIVR)

• IP Contact Centre (Express)

• IP Contact Centre (Enterprise)

• IP Personal Assistant (PA)

• IP Cisco Conference Manager 
(CCM)

13

Cisco IP SoftPhone

• Windows IP phone client for 
CallManager 3.0

• Standards based: TAPI,
DirectXMedia and LDAP

• Stand-alone or compliment 
traditional phone

66

IP Phone Productivity ServicesIP Phone Productivity Services

• CalendarView
Access calendar by day or 
week

Receive meeting alerts

• MailView
Access e-mail

Access voice mail 

• Contacts 
Synchronization

Synchronize personal 
address book with existing 
contact lists

*Cisco IP Phone models 7940 and 7960

Log in to any IP Phone* in CallManager 
cluster for access  From desk, co-worker’s 

office, conference room, or lobby phone

55

Cisco IP Phone IntegrationCisco IP Phone Integration
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The ROI for IP Communications
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Business Trends Driving the 
Focus on ROI

•Failures of previous IT investments to 
produce expected returns
•Focus on Cost Containment/Reduction
•Greater involvement of business managers in 
technology decisions
•IT now accounts for 46% of all capital 
expenditures
•Continued struggles of the global economy 
keep IT spending tight
•Re-introduction of back to basics 
methodologies for capital investments
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IT is Feeling the Heat

Q:  Does your company have a formal ROI measurement 
system or informal payback scenarios?
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Yet, Companies Lack Formal Metrics

Source: Darwin Magazine
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What is CNIC?
(Cisco Network Investment Calculator)

• A web-based ROI/TCO calculator designed to 
simplify the business case development process

• A tool that allows the calculation of ROI for multiple 
Cisco solutions, including IPT, Contact Center, 
Unified Messaging, Conferencing, Storage, Wireless 
and upgrades to the data network

• A rich ROI database with thousands of analyses that 
provides industry and scenario trends
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Areas of Hard Cost Savings By 
Deployment Scenario

Green
Field

TDM Centrex
Replacement

Multi-site
CCP

Older PBX
Replacement

Newer PBX
Replacement

Reduced Cabling
Costs

Reduced Infrastructure
Costs

Moves, Adds, Changes

Toll-Bypass

Voice Circuit 
Consolidation

Increased Productivity 
of Support Staff

Reduced 
Expansion/Upgrade

Areas of Return

Reduction in 
Outsourced Costs
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Deployment Models 
Centralized Call Processing

PSTN

IP WAN

Applications
(VMail, IVR, ICD, ...)

Headquarters

Branch A

Branch B

CallManager
Cluster

SRST-enabled
router

• CallManager at central site
• Applications can be 

centralized or distributed
• Supports up to 10,000 IP Phones per cluster
• Call Admission Control (limit number of calls per site)
• Survivable Remote Site Telephony for remote branches
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Hard Cost Savings - Equipment

•Reduction in cabling costs for new facilities

•Reduction in infrastructure cost at remote sites     
via centralized call processing

•Increased utilization of core networking assets

•Consolidation of message store/back-up systems

•Reduction in PBX upgrade/expansion costs
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Hard Cost Savings - Network Administration 

•Improved productivity of network support staff
Elimination of certain PBX related tasks

Consolidation of skill sets

Centralized application and network management

•Reduction in the costs of Moves, Adds and 
Changes (MAC’s)

•Reduction in remote site management costs

•Reduction in ongoing maintenance costs
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Hard Cost Savings
Integrated Access/Toll Bypass

•Toll-Bypass savings for intra-company traffic
Domestic: Material if call volume is substantial to offset declining 
toll rates in neighborhood of 2-5 cents or if organization lacks size 
to negotiate prime rates with carriers

International: Still significant with average toll-rates of 12-15cents

•Consolidation of voice and data access
-Reduction in number of dedicated voice lines

-More efficient use of existing bandwidth
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Examples of Business Benefits

•Real Estate Savings
Better utilization of real estate  by leveraging extension mobility to 
increase worker to workspace ratio from 1to1 to X to 1
Significant savings in high-rent areas

•Platform for New Applications
Unified Messaging – Improved productivity per user by 25-40 minutes per 
day 
Audio Conferencing – Ability to offload SP provided minutes (8-12 
cents/minute) for smaller conference calls to internal service offering

•Ability to standardize infrastructure and extend 
corporate capabilities to branch offices
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Summary of ROI Findings

Source: Converged Network Investment Calculator 7/02 

• Positive Net Present Value 70% of the time
• Average payback of  16-18 months
• Average annual savings per user of $334
• Average # of phones in analysis = 600 phones

Equipment &
Maintenance

Toll-Bypass/Voice/Data Access

Network 
Administration

Avg. % Contribution to Cost Savings

48%

32%20%
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Summary of ROI Findings -
Deployment Scenarios

Green
Field

TDM Centrex
Replacement

Multi-site
CCP

Older PBX
Replacement

Newer PBX
Replacement

(Months)

6

0

12

18

24

•Paybacks vary based upon deployment scenario, with green fields 
producing the most rapid payback

Source: Converged Network Investment Calculator 7/02 



© 2001, Cisco Systems, Inc. All rights reserved. 28

ROI Findings – By Vertical

Retail Education Government Financial
Services

Healthcare

(Months)

6

0

14
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28 28
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6

13

Source: Converged Network Investment Calculator 8/02 

Payback in Months
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Cisco Conference Connection

• Audio conference server 
with web-based scheduler 

• Dial in to single number
• Cisco IP phone services 

conference entry
• User accounts 

synchronized with 
CallManager LDAP 
directory profiles

• Supports up to 180 ports
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Related Business Cases:
Scheduled IP Audio Conferencing

• Cisco Toronto formerly used Global Crossing: 
average $38.32 per conference call (conference 
minutes plus toll free)

• Implemented Cisco Conference Connection in Q1’03

• Cisco Toronto office now saves $40,000 per quarter –
average cost per conference less than $2 (cost of 
CCC and toll free)

• Ease of web scheduling led to rise in monthly 
conferences from 250 to 600

Result: Significant Savings and a more collaborative agile 
workforce
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Large Centrex Migration Case Study:

"It's exciting that we can provide our employees with state-of-the-art 
technology, while saving our taxpayers money at the same time," said Jack 
Lawrence, director of information technology at the City of Mississauga. 
"The project has been a tremendous success. Despite the size and
complexity of the project, the implementation went smoothly and the 
transition was seamless to employees and the general public." 

City of Mississauga migrated 2400 
Centrex phones across 70 site MAN 
to IP phones in 4 months 

Now migrating 19 Contact Centres 
to Cisco IPCC

http://biz.yahoo.com/bw/030122/220120_1.html
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Environment before IP Telephony Deployment
- over 70 sites including City Hall, Transit, Parks, Firehalls, 
Community Centres
- 2400 Centrex lines plus 44 Key Systems,  PBXs, and 
voicemail platforms
- Cisco data network using switched 10Mbps to desk with no 
QoS using combination of fibre, wireless and ISDN
- Limited diversity on data network (single homed LAN 
switches)
- Centrex costs of moves, adds & changes
- Dissimilar unlinked voicemail systems
- High percentage of low feature analog phones
- Slow to wait for new features on Centrex
- Bell Centrex Tariff Increases (3–7%)
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Benefits to the City

• Significant On-going Cost Savings - $700,000 annually
• Single converged network for Voice, Video and Data
• Single IT group (merged telecom & IT), no additional staff, 

existing staff refocused
• Leverage City primary and DR data centres to host voice 

servers and applications centrally
• Universal phone and end-user support to all public sector
• Introduced Enhanced 911 to Canada
• Investment protection – software upgradeable voice platform 

and phone sets
• Coordinated 4 digit dialing & voicemail between all locations 

(One network, One government)
• Improved Data Network (QoS, switched 10/100 to desk)
• Infrastructure for new application & feature development
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Key Drivers of Positive ROI

• A compelling event is driving the decision
New facility
End of useful life of PBX/Expiration of lease
Planned upgrade of data infrastructure

• Adoption of applications enabled by IP Telephony
• Phased approach to deployment starting with the most 

financially viable sites
• Ability to leverage centralized call processing

Deployment has number of remote sites that can leverage 
CCP

• Dynamic organization with substantial employee 
movement
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Key Drivers of Negative ROI

• In some cases, a significant data network upgrade is 
necessary to provide the foundation for reliable voice

• Difficult to justify on hard cost savings alone the 
replacement of a relatively new PBX at a single site

• Delays in the deployment of the technology delay the 
realization of benefits

• Failure to take advantage of key value producing features 
of the technology

• Aggressive pricing from traditional PBX vendors
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Real Benefits of Cisco IP Telephony

Single Network
• Maintenance, Cabling, Administration, Support, Power, 

Moves/Adds/Changes (MAC’s), Staff

• Voice Business Continuity
• Integral component to an effective voice business continuity  plan
• Can be compared against other less effective plans
• Voice message backup/restore

• Real Estate
• Space Utilisation, Reduced Operational Costs, Flexibility

• Reduced Call Costs
• Reduced mobile phone usage
• Extension Portability Campus Roaming, Home Office, Other Location
• Outbound Call Management
• Unified Messaging
• Audio Conferencing

• Small Branch Office
• Centralised Call Processing
• Elimination of voice trunks
• IP Toll Bypass
• No on-site PBX

Reporting, Billing, Cost Management
• Cross-Enterprise telecom reporting
• Cross-Enterprise call cost management
• Predictability of telecom bills

• Reduced PC Costs
• IP phone can replace a web-enabled PC or laptop in certain 

environments

Hard-dollar cost savings

Employee 
Productivity

• End User Applications
• Audio Conferencing
• Unified Messaging
• Personal Assistant
• Web Access
• Computer Telephony 

Integration

• IT Operations
• Facilities Mgmt Ops

Productivity 
increases that 
can be safely 

quantified

Benefits that are 
very real, but 

difficult to  
quantify 

Cultural 
Enhancement

• Customer Satisfaction
• Employee Retention
• Geographic Flexibility
• Competitive Positioning
• Faster Application 

Deployment
• Voice Business 

Continuity
• Difficult-to-Quantify 

Productivity via
Converged Applications 
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Final Thoughts

• The keys to building the ROI analysis are to 
understand the primary value propositions of 
IP Communications and to set an appropriate 
scope for the analysis

• Cisco has a set of tools and best practices 
that can facilitate the ROI analysis process
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