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PROFIT FROM IT
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Communications for today and tomorrow’s workforce is centred around 
connectivity. Businesses want fast and reliable connectivity in the office and their 
staff to be able to work from anywhere, just as if they were at the office.

START WITH YOUR CONNECTIVITY

Business applications and devices are also growing an insatiable appetite for bigger, faster, 
more reliable high-quality connectivity and as communications technologies shift towards 
cloud services, video conferences and virtual workspaces, that appetite will continue to grow.

Today’s adoption of new communications technologies occurs at an astounding pace. For 
example, this graphic by Gamma based on an article in Science Illustrated shows how long it 
took each technology to reach 50 million users:

http://scienceillustrated.com.au/blog/features/teenage-brains-in-the-digital-world/
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Cloud-based Applications

The speed and bandwidth of your 
broadband is now a defining element in 
your business's capacity for productivity. 

The cost of poor connectivity

Research for the government's SuperConnected Cities 
scheme suggests the average worker loses 38 hours of 
productivity a year through slow internet access or IT 
downtime. Taking the UK’s average wage of £13 per 
hour, and 72% of the UK’s workforce of 30 million that 
use the internet in their jobs, it is estimated that £494 
worth of productivity is lost per employee per year, 
which across the country mounts up to a staggering 
£11bn.

Review and get your connectivity right

Stop stifling your productivity potential and review 
your connectivity today! You must maximise your 
available connectivity to help you compete in today’s 
superfast connected world.

 Get a fully integrated managed data, voice and 

mobile solution 

 Get on the right service level agreement for your 

business 

 Get a cost effective length of contract for your 

business

 Get on a network that can grow and adapt as you 

grow

“82% of 
organisations 
are now using 

the cloud in 
some capacity” 

“The average 
worker loses 38 

hours of 
productivity a year 

through slow 
internet access or 

IT downtime.” 

https://www.gov.uk/government/publications/2010-to-2015-government-policy-broadband-investment/2010-to-2015-government-policy-broadband-investment
https://www.gov.uk/government/publications/2010-to-2015-government-policy-broadband-investment/2010-to-2015-government-policy-broadband-investment
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What are your costs?
Calculating the approximate cost of 
an individual call is relatively 
simple:

 The termination cost per call

 The per minute call rate – 

variable depending on the call 

destination

 The cost of your line rental

As useful as this calculation is, the 
value returned is not completely   
accurate. 

In order to fully understand your 
call costs, you also need to take 
other factors into consideration.

REDUCE COSTS
One of the key benefits of IP 
telephony is it’s ability to reduce 
your operating costs.

CHECK YOUR LINE & CALL COSTS
One of the key benefits of IP 
telephony is its ability to reduce your 
operating costs. 

But how much will you actually 
save?

The specific savings are unique to 
each organisation, but here we will 
try to give you some understanding 
of where your savings will come 
from.
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A truer reflection of your costs must also 
include:

 Costs associated with running and 
maintaining the company PBX

 Support and maintenance costs for 
both PBX and lines

Taking into account these additions the 
total cost per call of your existing 
telecoms infrastructure could be 
considerably more than you first 
thought.

A Unified Communications solution uses 
VoIP and can help you reduce your costs 
by:

 Replacing your current lines and 
allowing you to use a broadband 
connection to carry your voice 
traffic

 Providing your calls to fixed 
landlines (01, 02 and 03) and UK 
mobile for free or partly free, as 
part of the VoIP service

 Providing calls to other network 
service users completely free

But, there are further complexities in 
calculating telecoms costs. If your 
business is subject to peaks in demand, 
you may well need to maintain several 
additional analogue or ISDN lines which 
are redundant the rest of the time. With 
VoIP lines you can add capacity as and 
when required, which allows you to 
reduce your VoIP lines once demand 
falls back to normal levels. Therefore 

ensuring you only ever pay for what you 
use. You pay for the capacity you need, 
without standing charges for spare lines.

The same flexibility that allows you to 
deal with peaks in demand can  also be 
applied to business expansion. Working 
with UC you can:

 Add lines and extensions at new 
locations quickly and easily

 Reconfigure your telecoms systems 
quickly and easily as your needs 
change

This not only saves time but also relates 
directly to a financial benefit.

Line rental and call costs are 
reduced with Unified 

Communications
By adopting a UC solution your business 
you will be able to realise significant 
savings in terms of:

 Reduced call costs
 Reduced line rental costs
 Flexible configurations that’s 

adjustable in line with your 
business demands

 Speedy deployment to support 
company expansion
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Hundreds of businesses fail each year as the result of unplanned disruptions. 
But even in the face of compelling statistics many businesses fail to take the 
risk of disruptions seriously and they pay a heavy price.

Unified Communications provides you with a range of business continuity and disaster 
recovery solutions to keep your business working through any unforeseen 
circumstances.

Did you know...

 More than half of organisations suffered at least one disruption during 2013 with 
extreme weather, staffing issues and loss IT/Telecomms most often to blame.*

 While 89% of managers recognised business continuity is a key responsibility, only 
63% reported having continuity measures in place.*

 In a Green Flag Breakdown research report in 2013, it was reported that British 
workers have missed 51.4 million working hours in one week as a result of poor 
weather conditions. Over 8.5 million (18 per cent) British adults were unable to 
work their contracted hours because of the adverse weather, costing employers an 
estimated £318 million.

Avoid losses with a Business Continuity plan

PLAN FOR BUSINESS CONTINUITY
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Most disruptions are not the kind 
that makes headlines. Public 
transport strikes, excavators slicing 
through cables, gas leaks, security 
alerts and localised power cuts are 
are much more likely to affect your 
business than anything more 
serious.
*Source: Weathering The Storm; 2013 Business 
Continuity Management Survey, Chartered Management 
Institute, London

So what can you do to protect 
your profits?

Prepare - Unified Communications 
solutions can keep your business 
running, not just in the face of 
everyday contingencies but during 
major emergencies too.

Backing up important data, 
installing of UPS’s, equipping staff 
with mobiles and laptops to work 
at home: these are all standard 
measures. 

But you can go further. Published 
telephone numbers are a case in 
point. You can make sure your staff 
can still answer calls when they 
can’t get into work, when offices are 
out of action and even when the 
lines are down.

Thinking beyond the obvious is the 
key to business continuity and many 
Unified Communications solutions - 
Inbound call control for example - 
are already business continuity 
enabled.

Avoid losses with a Business 
Continuity plan

VoIP lines, Inbound call control, 
home working, remote office and 
Mobile services can avoid your 
business experiencing downtime 
through unforeseen emergencies or 
routine maintenance. With Unified 
Communications, when disaster 
strikes your business can continue 
seamlessly throughout.

 A plan prevents contingencies 

putting the brakes on your 

business

 Numbers are secured in the 

cloud while you manage them 

online

 Design your own call plans to 

suit your business

 Divert your regular numbers to 

any location, instantly
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What’s the cost of a missed call?
If you could find out exactly how much a missed call costs your company - it’s 
probably a lot more than you expect.

It’s a connected world, being available at all times is not only vital to your 
business but expected by your customers. Despite many businesses favouring 
email and social media channels as a way of keeping in touch, customers still 
expect to be able to reach you by phone. 

Plus, businesses still receive up to 80% of their incoming communications 
by phone.

As such, it is important to know how much missed calls could be costing your 
business. The cost of missed calls can vary greatly depending on your 
business type and industry, so, here we will try to help you assess whether 
you can afford to miss calls, or whether action may be required.

What’s the cost of a missed call?

THE HIDDEN COST OF A MISSED CALL
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If you Bill time

If your business works on projects billed by 
the hour, a missed call can directly equate 
to lost revenue. For example tech support 
time that could otherwise be billed may be 
lost – particularly if the client defaults to a 
non billable alternative such as email. 

Calculating the cost of these type of missed 
calls is simple – take the hourly rate of the 
call recipient that was missed and apply 
your minimum billable cost. 

For even greater insight, your business 
needs to review missed call logs for every 
employee. This will then allow you to assess 
the cost of missed calls by:

 Employee
 Team
 Department
 Company as a whole

If your existing telephone system does not 
natively provide this level of detail, 
perhaps, your business should investigate 
how this additional functionality could help 
boost revenue. 

Knowledge is power, if you are measuring it 
you can manage it and that enables 
productive business decisions to be made.

Compliance failings

If your business has an obligation to answer 
calls within a certain number of rings, every 
missed call costs money. However there are 
several factors to consider:

 The actual cost of the compliance 
failure

 Any industry-assigned fines 
associated with failing to meet 
targets

 Any legal costs associated with 
breaches in compliance

 The cost of any negative press 
associated with breaches and 
perceived poor service

A Unified Communications system will allow 
your business to:

 Intelligently reroute calls within your 
organisation

 Ensure there is always someone 
available to answer

 Monitor and report on instances of 
missed calls

 Create a full call audit that allows you 
to prove your compliance status

Unified Communications systems provide the 
tools your business needs to maintain 
compliance and prove that you are meeting 
your obligations.

Health applications

In the health sector, a missed call could be 
the difference between life and death for a 
patient. It is critically important that calls are 
routed effectively and efficiently. To help 
avoid situations that place lives at risk, you 
need a system that:

 Routes calls intelligently so that they 
are always answered

 Applies routing rules to ensure that 
calls are delivered to the most 
appropriate available member of staff

 Routes internally and externally to 
connect multi-sites or enable out-of-
hours services and backup 
contingencies

Your business can further improve 
availability and cut costs using a mobile 
application to access your phone system and 
control call routing. In this way, on-call staff 
can be reached at all times without incurring 
expensive mobile termination charges.
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 Lost sales

Finally, there is a factor that affects virtually 
all businesses – the cost of sales lost due to 
unanswered calls. Again, it can be extremely 
difficult to calculate an accurate value for 
lost sales. But if you consider that just two 
missed calls each week equates to 104 
potential lost sales each year, the 
seriousness of the situation becomes 
apparent. 

1. Even if you assume that one third of 
those callers leaves a message, you 
are still potentially losing 72 sales 
each year

2. If you take the cheapest item in your 
inventory or service list and apply 
that to all 72 missed calls, what does 
that look like?

3. Let's assume a fee of £50 per item, 
you are potentially losing £3,600 
every year simply because two calls 
go unanswered each week

Service and Support

Where your business provides customer 
service and support, missed calls have the 
potential to damage your reputation. 
Ultimately, reputational damage will cost 
your business dearly.

Customers will not renew their support 
contracts if they:

 Are consistently unable to get hold of 
your team

 Believe they are not receiving the 
support they pay for

 Are paying for calls that connect to a 
queue but are never answered by a 
real person

Ensuring that customers get to speak to 
someone in the event of a problem is 
essential to providing top quality support. If 

you want your customers to renew their 
support and maintenance contracts you will 
need to deliver a quality support service 
consistently. A Unified Communications 
system gives you all the tools to maintain a 
high level of support service and the means 
to monitor, measure and manage it.

Delays in answering phone calls to HM 
Revenue and Customs hotlines cost the 
taxpayer £136m during 2012. According to 
a National Audit Office (NAO) report, 
delays cost customers £33m in call charges 
while they waited for HMRC to answer the 
phone and the estimated value of customer 
time while they waited was £103m. 

Review and get your call distribution right
Clearly missed calls are costly for any 
business. To avoid them harming your 
business, you need:

 A configurable solution that allows 
you to route calls so that a real person 
answers every time

 A system that provides in-depth 
reporting to identify where calls are 
answered and missed

 Mobile app tools and external routing 
capability to extend your company 
phone system beyond the wired 
network
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Business image and appearance is incredibly important, particularly when building 
trust with customers. Presenting a unified appearance is a vital part of that process, 
for example by ensuring that all work-related emails emanate from the corporate 
domain and all calls look like they initiate and terminate from your registered company 
telephone number. Obviously, a traditional system that routes calls to external 
networks or that requires remote employees to make calls from their mobile phones is 
unable to do this. 

The solution offered by Unified Communications is to extend the corporate telecoms 
system beyond the confines of your local network. You can empower your staff with 
‘one number anywhere’ – Unified Communications that conveniently integrates your 
fixed and mobile capabilities so you never miss a call. Callers can dial one number to 
reach your desk phone and mobile phone simultaneously; you can move on-going 
calls seamlessly from one phone to another without hanging up and both phones can 
share a single voicemail box.

HOW’S YOUR BUSINESS MOBILITY
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Calls from your mobile can maintain the appearance of origination from your company’s 
main number, or allow for flexibility in terms of what telephone numbers you can 
present.

Users can even access their corporate phonebook whilst on the move. These factors all 
contribute to a more efficient workforce, therefore helping you to boost productivity.

Become Productive on the go

Mobile VoIP is a common term when referring to software phone apps that you can 
install on smartphones. In the business world, this means you can take your work phone 
anywhere.

 Answer Business Calls Anywhere – Calls to your business landline number ring 

on your mobile at no extra charge

 Put your best number forward – choose to show your business number when 

you make calls from your mobile

 Wi-Fi Calling – Poor mobile signal at home or at the office? Make and receive calls 

wherever you have an internet connection

 Stay in control – manage your availability on your mobile with ease

 Save money - Make calls on your smartphone using your office calling plan, so you 

save on long distance and international calls

 Save on minutes - Use 4G, cellular calling plan or WiFi

 Save on international roaming—Avoid data roaming charges when abroad by 

turning off data roaming and using WiFi hotspots. Since your calls are charged. 

under your office calling plan, you won’t have international call roaming charges

Essentially, your mobile phone becomes your office extension, displaying your company 
caller ID on outbound calls and allowing you to enjoy features like extension to extension 
dialling and more. Which, means your productivity doesn’t have to be on hold just 
because you are out of the office or travelling.
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Working from home is becoming a popular way of earning a living whether you’re a 
startup working from your garage or an employee of a large enterprise not required to 
make the daily commute any more – or at least not everyday.

Office space and travel are expensive – often forcing companies to find ways of saving 
money; increased ‘hot-desking’ instead of individual offices, conference calling instead of 
meetings and working from home for several days per month.

People’s expectations too are changing; for many the daily commute adds to the 
stress of life, making for very long days. They are increasingly demanding a better 
work life balance, with more time with their family and friends.

UNIFY YOUR DISTRIBUTED WORKERS

WORK FROM HOME, IN THE OFFICE, OR ANYWHERE ELSE
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Reducing the daily commute improves the work-life balance (and happy staff are more 
productive), it reduces a company’s carbon footprint and it improves recruitment and 
staff retention.

And, of course, if the dreaded ‘snow day’ occurs then business continuity and disaster 
recovery options offered by Unified Communications ensures your business is totally 
unaffected – no loss of productivity.

Distributed workforces have become the new norm for a growing number of businesses. 
But managing different phone systems for different offices and remote employees can be 
very inefficient.  A Unified Communications solution brings it all together, simply and 
efficiently.

Keep the workers happy

Whether you are three independent consultants working from home or an enterprise-
class business with multiple offices and staff on flexible work, Unified Communications 
can integrate all your communications into one simple solution.

 Office-to-office calling is included with no long-distance charges

 Simple extension dialing between locations (even if you have a home office)

 Call routing that is seamless across locations

 Conference bridges for multiple participants 

 All employees enjoy the same features and functionality regardless of location

 No expensive equipment to maintain

 Advanced features such as call recording, voicemail to email, online meetings, 

and mobile phone integration is available to all users

 Call centre agents can work from home

 Overflow office calls to home workers or satellite offices

 Happier workforce and improved staff retention
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For medium-sized businesses, any advantage over a competitor can be vital. Margins can 
be small, operating costs matter, and staff resource is tight. 

So improving a business-critical service like telecommunications can make a big 
difference.

 Incremental savings through more efficient telephony
 Improved connectivity
 Ensuring sales calls are answered
 Productivity gains that negate the need for new hires
 Better mobility for travelling staff

Putting this in terms that all businesses can understand 
“ bottom line savings!”

Look at this survey of a veterinary surgery that made the change to a new Unified 
Communications system.

LET’S ‘TALK TURKEY’

“Talk turkey definition: To talk serious business; to 
talk frankly. We've got to sit down and talk turkey—
get this thing wrapped up. It's time to talk turkey and 
quit messing around.”
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A review of the practice prior to installation revealed:

 89.6% of all Appointments are made by the telephone

 91.8% of Emergency Cases, first use the telephone

 92.3% of follow ups from the Practice were made by the Telephone

Therefore, the telephone was a crucial conduit for their turnover and Profit.

Putting this in monetary terms:

Each appointment made for a dog or cat is worth on average £50, so, if they missed a call 
from a new customer with a puppy or a kitten who simply moved onto the next Vets on 
their list because they couldn’t get through could potentially lose them £1,000.00 to 
£1,300.00:

 Average life of a Dog is 10 Years and generates £50 per Visit at average 2 visits per 

year x 10 years £1,000.00

 Average life of a Cat is 13 Years and generates £50 per Visit at average 2 visits per 

year x 13 Years £1,300.00

Imagine if they ONLY MISSED 2 CALLS IN A YEAR that could have cost them 
£2,300.00!

This simple costing exercise put into perspective the importance of the telephone system 
to the practice.

The Practice

This particular practice has 5 Vets, 2 Receptionists and averages 3,500 calls per month. 
Average of 140 calls per day on 3 lines.

Average call duration is 3 minutes, which equates to 420 minutes per day = 

7 hours telephone time.
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The Solution

The remit for their new Unified Communications system was to free up as much time as 
possible for their receptionists in order to reduce the likelihood of them missing 
incoming calls.

In fact, just a few of the features of their new system made the most impact:

 Auto Attendant, call queuing and DDI’s rerouted 18% of calls away from reception 
= 25 calls per day

 Computer integration enhanced call handling by 17% (average 30 secs off a 180 
sec call) = 24 calls per day

 A new call distribution plan and re-training on call handling procedures saved a 
further 12% = 17 calls per day

These productivity improvements equated to 66 calls per day in time. 

which in monetary terms of freeing up time for receptionists to take new customer calls 
will pay for the system many times over as we have already seen by just catching 2 calls 
that could otherwise have been missed potentially saves the practice £2,300.00.

If you can’t monitor it you can’t manage it!

Their new Unified communications system remedies that with comprehensive real time 
reporting. Missed calls are a thing of the past and if they do happen to miss one, the 
system alerts them to the fact and the receptionists can call back immediately using the 
CLI capture of their new reporting system.

6 Months Later, the Benefits to the practice:

 Stronger bond between the clients and the practice resulting in an increased 
annual spend per client and more client referrals

 Increased revenues by reducing “No Shows”
 Keeping the clinic running on time
 Improved compliance with health care programs
 Improved administration of medications and parasite treatments
 Improved profits
 Staff time savings
 Reduced cost of communications
 Reinforces and supports the practice’s Standards of Care
 Positions the practice as a leader in using technology to enhance patient care
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Here’s 20 reasons why:

 With Unified Communications you will not be paying for equipment and services 
that your business doesn’t yet need

 VoIP lines and SIP Trunks, are simply  more robust and more cost effective than 
ISDN

 Significant cost savings on outgoing phone calls without having to compromise on 
call quality

 Unified Communications is an IP-based telephony service that can deliver a whole 
host of added benefits and features that can help to solve real business issues 
almost overnight

THE BIG CONCLUSION

In most cases, Unified Communications produces a significant return on 
investment within just six months!
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 Unified Communications allows you to scale up or down within days and can 
more accurately respond to the needs of your business, as well as saving your 
company money on redundant facilities

 Unified Communications delivers complete independence with regard to 
location. “Numbers are virtual, so once you have ported your number it stays 
with you wherever you move

 For companies with remote workers, or sales teams regularly on the road, 
Unified Communications offers seamless connectivity no matter where they are 
– and all using a single phone number

 Far better Redundancy and resiliency than ISDN
 Project a big-company image with enterprise features like auto attendant, 

music-on-hold, web conferencing, web faxing and video meetings
 Stay connected on the move with mobile apps, company-wide extension 

dialling, advanced call forwarding and voicemail-to-email
 Unify all your employees with one phone system that works wherever they 

are—in the office, at home or on the road
 Get all your phone, fax, collaboration and contact centre services in one 

complete Unified Communications Suite
 Adapt on the fly and manage all your communications with ease
 Simplify your life with just one system and one low monthly bill
 Keep teams unified and focused wherever they go, with teleconferencing, Web 

meetings, video conferencing, mobile apps and more
 Get call centre features to help you manage incoming calls for happier 

customers and more repeat business
 Connect the customer to the right person every time, with skills-based routing
 Improve customer service, with easy-to-understand reports that show you how 

you’re doing
 Improve customer service with call monitoring and call recording
 Effortlessly add new people and capabilities, to adjust to seasonal demand or 

long-term business growth
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Take advantage of our free review to explore the potential for 
your business to profit from Unified Communications today:

Hassle free communications review

More free resource:

Learn more about Unified Communications with these informative guides:

How to make the move from ISDN to SIP
How to move to the cloud

Choose the right Unified Communications system for you
A buyers guide to hosted phone systems

Managing the telecoms needs of your mobile workforce
Understanding the negative impact of traditional phone systems

What is Horizon and how will it benefit your business

P:  01908 915065
W: swittch.co.uk

http://swittch.co.uk/communications-review/
http://swittch.co.uk/making-the-move-from-isdn-to-sip/
http://swittch.co.uk/moving-to-the-cloud/
http://swittch.co.uk/choosing-the-right-unified-communications-system/
http://swittch.co.uk/the-buyers-guide-to-hosted-phone-systems/
http://swittch.co.uk/managing-the-telecoms-needs-of-your-mobile-workforce/
http://swittch.co.uk/the-negative-impact-of-traditional-phone-systems/
http://swittch.co.uk/horizon-and-how-it-will-benefit-your-business/
http://swittch.co.uk/

