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How Unified Communications Enable Business Growth

As your business starts to grow and develop, you may question how to support
that growth. When you get bigger than just a few people, just one office, or just
one city, you may need more ways to communicate than you have currently.
That’s where unified communications becomes a crucial part of your business.
UC brings all of your communications together in one place to maximize use,
minimize cost, and give your business exactly what it needs without forcing you
to pay for more than you require.

What Does Modern Unified
Communications Look Like?
Up until now, companies tended to have a somewhat piecemeal communications
system. Big companies had a large phonebank that allowed many different calls
into and out of an office at a time. Small companies might manage a few.
As technology has expanded and developed, other types of communication have
been added in. Now we email, chat, video conference, text, and still
(occasionally) talk on the phone, but we have different solutions for every type of
communication. If we have five (or more!) different ways to reach each other, we
often have five different programs that need to be updated, maintained, installed,
and generally kept running for every employee.
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What Is Unified Communications?
The purpose of unified communications (UC) is to bring all of these different
services under one umbrella. Video conferencing, messaging, emailing, taking
calls when out of the office – all of these things can happen through a single
piece of software.
UC allows businesses to free up all that time they spend managing many
different pieces of software and lets them focus on just one system that covers
all of their needs.

What About Unified Communications
as a Service?
For the largest companies, implementing and maintaining a unified
communications system isn’t that big of a deal. Some companies, in fact,
already have software and equipment in place that functionally does the same
thing. But even the big companies are finding unified communications
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as-a-service to be an innovative way to get the same work done with less
frustration while also being more cost-effective.
But for small and medium-sized businesses, UCaaS can be revolutionary.
Smaller companies have often struggled to keep up with bigger competitors in
terms of infrastructure. With the UCaaS model, companies can keep their
service in the cloud, which eliminates most of the need for on-site hardware
that has to be kept up to date. Businesses can choose the services that are
appropriate for today and add more as they grow but without the significant
cost of installing new hardware. And UCaaS can reduce the cost of adding
invaluable communication tools, letting companies keep in touch and keep up
to date without sacrificing their budget.
Ultimately, UCaaS lets businesses leave the communication details to
someone else and focus on the ultimate purpose of their business.

What Does UCaaS Include?
Unified communications is really an umbrella term.
The point of the service is that it pulls together many disparate types of
communication and offers a unified solution for their implementation. Some
options can fall under the umbrella of UCaaS:
VoIP. With voice-over-internet-protocol, your company can take calls in the
office without the traditional telephony costs. More importantly, however,
you can take calls anywhere you go. Forward calls to your cell phone, log
into cloud services to get your voicemail, and avoid expensive charges for
international calls.
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Messaging. More companies are seeing the value of telework. Employees
love telework because they can get work done while managing other
personal needs. Many employees also find they are more efficient when
they are working from a home office. But another benefit of telework is the
option of a global workforce. With strong mobility and telework
capabilities, companies can hire talent from around the world. The US
alone may be able to save $700 billion a year through telework.
Conferencing. The traditional weekly meeting is becoming less and less
popular, with more and more workers finding company meetings to be a
waste of time – which makes sense when some studies show that CEOs
spend up to half their days in meetings. But conferencing can be a crucial
tool to connect with both clients and other employees. If only the
necessary stakeholders are present, it’s easier to get down to business,
stay on track, and get back to work more quickly.
Integration with CRM software. Some UCaaS companies also offer the
ability to connect their software with your CRM program. How much time
has been wasted trying to track down a client’s phone number in their
email history? With your communications and your customer management
software connected, you can easily find whatever customer information
you need to know.

“The US alone may be able to save
$700 billion a year through telework.”
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What Does Unified Communications
Bring to Your Business?
All of these different features are great, but what do they bring to your
company? How do they help your company grow?

Flextime Is a Crucial Benefit
According to the US Census, over 8 million people worked from home in 2017.
The ability to work from home is a crucial benefit for many employees. For new
parents, those who are responsible for the care of a loved one, or those who
have chronic illnesses, flextime and telework can help them continue to
provide valuable expertise even when they need to be out of the office.
Offering benefits is one of the best ways to get the best employees, and a
recent survey from Glassdoor said that 80% of employees are willing to skip
the pay raise and get better benefits instead.

Opportunity to Hire the Best Talent
One struggle for small companies, especially in rural locations, has always
been a limited talent pool. This is why businesses have flocked to places like
Silicon Valley or New York City. Companies have needed to locate in these
areas to find the best talent, and workers have needed to move to highlypriced and competitive locations in order to get a job.
However, cloud connectivity dramatically changes how that works. Now, you
can recruit employees from anywhere in the world, creating a whole new
definition of locating talent.
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Never Out of Reach
There are definitely times when disconnecting from work is the right thing to do
– but there are other times when your team needs to be able to reach
you immediately.
With unified communication technology, you can be reached when you’re
traveling, when you’re at home, and even just when you’re away from your
desk. When your team needs to reach you, you’ll be there. And if you need to
reach someone in the office while you’re on the go, all you need to do is log
into your UCaaS interface and connect.

Crucial Part of Disaster Recovery Plan
Every successful, trustworthy company has a
disaster recovery or response plan.
While UCaaS isn’t a total solution – you will still
need to manage data backups, physical location
recovery, and personnel notifications – you will also
know that your client information is safe. Your
ability to reach out to your clients and keep them
apprised of business status in the event of a natural
disaster or digital threat is as easy as logging into
your portal. This can help reassure your larger
customers that, if there is an issue with an order,
you have the resources in place to handle the
problem.
When disasters strike, up to 40% of businesses
never reopen; don’t be one of the companies that
stays closed.
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Free up Company Resources
When you’re managing many different communication methods on your own,
you need someone to manage those resources. In smaller companies,
employees tend to wear many hats; few small businesses have a dedicated IT
team. Communications software evolves rapidly, and without dedicated
resources, you’re likely to lose ground to competitors.
UCaaS not only takes that worry off your hands, it helps you become
adaptable and responsive to changing technology in the future. Working with
the right UCaaS company can help you future-proof your business against the
next big change. Meanwhile, the employees who are currently trying to handle
IT management, even though its not their specialty, can get back to the work at
which they excel.
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Grow at Your Own Pace
Companies often face significant pain points as they look to expand their
operations. Investing in new infrastructure, choosing new software, and
expanding into new sales areas all have significant costs, and determining
whether or not those expansions are going to have an appropriate ROI isn’t a
science. But with UCaaS, the options can grow with you.
For example, a small company whose employees don’t travel much and whose
business is primarily conducted online might not have much need for a VoIP
line. They might focus more on intra-office communication options, connecting
their globally based team members.
But as the company grows, that VoIP may become invaluable.
Adding on VoIP and making the communications systems available for more
users can be as simple as contacting the UCaaS company and letting them
know what you need.
You can often flex and grow with the season as well. Need more space around
a holiday season or sale event? Let your provider know so they can scale up
availability for your business. Onboarding temporary employees for a single
event can be more stress than it’s worth.
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How to Build (or add to) a
UC Implementation Strategy

14

How Unified Communications Enable Business Growth

So you know that unified communications is a good next step for your company.
What happens now?

Assess Your Current Equipment
The first step to any upgrade or implementation is understanding what you
already have. Do you have a legacy telephony system that is meeting your
needs? Are you currently using a prebuilt communications software suite? What
computers, devices, and hardware are already in place that you need
to support?
The UCaaS solutions provider you work with should be able to help you with this
process. They have done this before, and they can help you see the technology
you own and don’t even think about.

Be Careful With the Bells and Whistles
After that, you need to determine what your company will actually use. It sounds
great to be able to connect your software to your CRM – but if you don’t have a
robust CRM now, and you don’t need one, then the feature isn’t useful.
It’s important that these choices aren’t entirely top-down. Make sure you’re talking
to your employees. What do they use? What do they think they would use? What
would be most helpful to them?
Some common themes:
A way to connect with employees when they’re away from their desk
or teleworking
The ability to have a meeting without everyone being in the office
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The functionality to access business information securely on the go
Getting to use their own devices (BYOD) to avoid two laptops and two cell
phones every time they leave the office
The ability to transfer a call from one workstation to another
when necessary
A chance to really focus on what they’re supposed to be doing, instead of
fighting with various pieces of software that don’t quite do what people are
hoping they will
Every business’s needs are different, however. When you’re working with an
experienced UCaaS solution provider, they’ll help you determine what you’re
already using that needs to be replaced, and what you have that you’re
not using.
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Discuss Scaling
It’s important to discuss scaling options of UCaaS.
Even if you expect your company to stay at its current size for the foreseeable
future, it’s good to know what would happen if you had a sudden increase in
the need, for example, to take phone calls. Companies dream of going viral,
but if a company isn’t ready to handle a sudden increase in demand, they may
fail because of the sudden attention!
Whether your growth could happen overnight or over the years, it’s important
to find out what your scaling options are, how they would be implemented, and
whether any time frames would be required when scaling up – or down.
Would you be locked into a particular contract once you’ve increased a
service? You don’t want to get stuck with a service that doesn’t work for you
over the years.

Future-Proof Your UCaaS
No one can really see into the future, but experts are already able to predict a
few upcoming trends in the world of communication software. Primarily, they’re
looking at how AI, big data, and machine learning are going to affect the world
of communications. Artificial intelligence may lead to better machine
transcriptions, for example, or be able to catch keywords during calls which
could indicate violations of data policies. Ask your UCaaS solutions provider
what they’re doing to future proof their systems.
After all, their future-proofing is your future-proofing.
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Cost Benefits and ROI
from UC
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So if you make the big switch from legacy systems to unified communications?
How does that benefit your business? What cost benefits and return on your
investment – because let’s be honest, it is an investment – can you expect?

Cost Savings Month-To-Month
VoIP is cheaper than traditional telephony systems and can often use many of
your existing phones and other phone equipment. Most companies will see
savings on their monthly bill, but you’ll also see savings over time. You won’t
need to budget for big hardware upgrades, or limp along with out of date
hardware until you can get something better. Hardware is the responsibility of
your provider. You have a monthly bill to budget for, and you’re ready to go.
Speaking of monthly bills, with UCaaS, you know what you’re going to pay
each month, and it’s just one fee. If you’ve been putting your communications
systems together piecemeal, bundling everything together will almost certainly
provide a huge savings – especially when you consider that you won’t be
paying for services you don’t need.
If you currently have a fax machine, VoIP will save you money in indirect ways.
Your clients and customers can send you faxes in the regular way, but you get
them as emails. You won’t need to pay for toner, paper, or another piece of
machinery that breaks as often as it works.
And if your company has individuals who frequently travel out of the country,
you can stop worrying about footing the bill for expensive international calls.
With video conferencing, chat, and VoIP calls all happening over the internet,
your systems will become easier to use and simpler to manage.

www.insitenet.net

19

Benefits of BYOD
IT teams both love and loathe BYOD or bring-your-own-device plans at work.
They’re fantastic because it means that IT doesn’t have to manage a bunch of
physical resources like laptops, cell phones, or tablets. Individuals tend to
update their phones and other devices more often than companies want to pay
for big upgrades. More than 50% of Millennials and Gen Y workers feel like
their own tech is higher quality than what’s available at work.
Since UCaaS is cloud-based, employees can log in from any device and
access the information they need. That also dramatically increases the security
of access when they’re on the go (more on that in a minute!).

Less Need for Travel
VoIP can save your employees and your
company money during international
travel, but UCaaS can make travel less
necessary overall. If the goal is just to
make sure that the international team
knows that you’re more than a name on an
email, you can make that happen with
voice chats and conference calls. By
keeping the entire team on the same page
with group chats and message boards,
companies can build a sense of teamwork
and support without being in the
same location.
UCaaS can’t remove all need for travel,
but it can certainly mean that you’re only
traveling when it’s really necessary.
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Focus on What Your Company
Does Best
Unless your company is IT-focused, it’s unlikely that your company has highquality information technology in its mission statement. Unless you’re a very
big company or very lucky, it’s not likely that your staff includes someone
whose entire job is managing your company’s IT. In fact, many businesses foist
communications and office maintenance duties off on the HR director, who has
plenty to do with employees in the office.
By opting for UCaaS, companies create an environment where their
employees can get back to what they do best. Focus on customer service, on
sales, on product development, on research, on the services that made you a
great company in the first place. Let your UCaaS provider worry about how
you communicate with your clients and coworkers while you focus on making
sure it happens.

Run a More Streamlined,
Reactive Business
Every industry in the world is facing some force of disruption.
The changes happening right now – big data, global communication, artificial
intelligence – are big, powerful forces that are disrupting everything about how
the world does business. There has been a huge move towards online
shopping – customers spend more money on the internet every year, with 2018
crossing the $500 billion mark, according to the U.S. Department of
Commerce – and small businesses have been getting an increasingly
impressive share of that pie.
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In this world of disruption, small businesses actually have an advantage over the
monolith companies that monopolize certain shares of the market. Since small
companies are, well, small, they have the ability to pivot and be more nimble when
changes occur.
If a new, hot social media platform erupts, a small company can dip their toes in the
water and see what happens. If an international team member reports on a new
trend in their area, the company may be able to take advantage of that trend long
before a huge company has noticed it happening.
Unified communications helps companies maintain this nimble approach even as
companies start to grow. Stakeholders can get together as soon as everyone can
grab their smartphone for a video call. Changes can be made as soon as the
appropriate people can be reached via office messenger systems. New experts can
be onboarded in the right location in a matter of weeks.
Unified communications gives SMBs, in particular, a chance to level the playing field
with larger companies and really strut their stuff when it comes to offering
personalized, exceptional service to their customers.

“2018 crossing the $500 billion
mark, according to the U.S.
Department of Commerce.”

www.insitenet.net

22

23

How Unified Communications Enable Business Growth

Addressing the Biggest
UC Risks
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There are plenty of concerns that hold businesses back from investing in
unified communications. The biggest concerns and risks surrounding UC
include worrying about losing control, security in the cloud, and the ability
to scale.

Losing Control Is Scary
Businesses have often managed their communications systems on their own
for years, sometimes decades. Changing how that runs can be nervewracking, especially if you’re considering working with a UCaaS provider.
Businesses may not realize how many hours they’re spending managing a
variety of systems, trying to keep them all working together and functioning
smoothly. When fiddling with chat program settings and making sure that
everyone’s logins are up to date is just part of your every day, it’s hard to see
how much time it takes up.
So a potential experiment to see the benefits of unified communication,
especially with a service provider: take a week and have the individual or
individuals who manage aspects of your communications systems note down
any time they spend working on the systems themselves.
Ask your employees to track the time they spend going from one program to
another or trying to get two different systems to interact properly so that they
can do their job. At the end of the week, compile your results. See how many
hours your business is actually wasting trying to keep your communications
systems up and running. Multiply that by your average hourly wage and see
that number in dollars.
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Then think about what you can do with those hours used more efficiently, even
after you pay a monthly fee for a unified communications system.

Security in the Cloud
There has been a misperception for years
that cloud storage is less secure than
storage on a physical hard drive. Because
of this, companies have been very
concerned about getting cloud computing
involved in everyday information,
especially when it can involve sending
sensitive data back and forth between
employees and offices.
While there was a point where cloud
computing wasn’t the safest option
available, that has changed dramatically
in today’s business world. Cloud
computing companies – including
reputable UCaaS platform providers –
make it their business to keep their data
security at the highest possible levels.
In fact, their security tends to be better
than what any small business can manage
on their own.

After all, one UCaaS provider works with many different companies that all
have intense security needs for their data; it makes sense for them to have a
solid IT staff who focuses on security, upgrades, and other implementations
that quickly overwhelm small businesses.
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In almost all cases, cloud computing is just as safe (if not safer) than on-site
storage, especially when considering external data attacks.

BYOD Policies
Security is particularly important in the space where BYOD policies and cloud
computing interact. IT teams love employees who bring their own devices because
it means fewer items for them to support and upgrade. But introducing personal
elements into a network has always been dangerous for businesses; after all, an
employee’s personal device can’t be regulated and controlled the way an office
workspace can be.
But with unified communications, employees are using their devices to access
cloud resources. Cloud resources can – and do – have their own layers of security
and protection, which keep your information and data safe from threats that may be
on an individual’s device.
The secondary concern with BYOD policies has always been “but what if the
device is lost.” If someone’s laptop, full of company files, is lost, that company is
put at huge risk of data theft, with little they can do to change it. But if an employee
has been using their login to access cloud resources, then as soon as their
password is changed, the information is just as protected as it has always been.
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Lost devices are still a hassle and a concern, but they’re no longer the
automatic regulation violation that they previously were.
And if your company is struggling to come up with reasonable BYOD policies,
your UCaaS partner may be able to help there, too. After all, your company
won’t be the first business they’ve helped through this process. They can see
what’s happening currently, understand what your needs are, and help you get
policies in place that will give your employees important flexibility while
keeping your business safer.

The Ability to Scale
Overall, businesses want to grow, profit, and develop.
Even small companies who have no interest in becoming
big companies want to see their business stabilize and
be able to offer better service, access, and products. The
question of how to scale can become daunting.
What if you need a service tomorrow that you don’t
have today?
There are two ways to look at this concern. If you focused
on legacy systems, scaling is hard. It tends to involve
large capital expenditures and big, sometimes
unpredictable investments. Hiring a new team of
salespeople, for example, means hiring and onboarding,
but it also means finding a physical space for them to
work, computers for them to operate, and more.
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That can mean finding a new building or office, which means more rent – the costs
can escalate quickly, and that’s before you start wondering whether your current
telephony system can handle the increased load.
When a company has a UCaaS solution in place, the process of scaling can be
much easier. Need a new team of salespeople? Great. Use telework and remote
access features to let them use company resources from their own homes. BYOD
policies can mean that they already have all the hardware they need to do their
jobs, as long as they have a reliable internet connection. And they don’t even need
to be located in the same town as your company’s primary location.
If you’re wondering about how to scale your company with UCaaS, the most
important factor is to talk to potential service providers. Let them know what your
business goals are, and talk through how they would help you if your needs
increased. Ask for case studies they’ve done with companies that are in the
process of significant growth. Learn more about what they can offer. The best
UCaaS company will be ready to meet your needs as you go.
Unified communications brings all the disparate communication methods your
business already uses under one umbrella. This makes them simpler to manage,
easier to access, and saves your business money. Those saved dollars can then
be redirected into new projects that can grow your business in a diverse and
exciting marketplace.
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