
!S฀6O)0฀AND฀ THE฀ SERVICE฀ REVENUE฀MODEL฀ BECOME฀
CLEARER�฀ MORE฀ AND฀ MORE฀ PROVIDERS฀ OF฀ ALL฀ TYPES฀ WILL฀
LAUNCH฀THEIR฀OWN฀OFFERINGS฀AND�OR฀ INTEGRATE฀THE฀NEW฀
TECHNOLOGY฀ INTO฀ THEIR฀ RESPECTIVE฀SERVICE฀SUITES�฀%VEN฀
NOW�฀MANY฀ASPIRING฀6O)0฀SERVICE฀PROVIDERS฀ARE฀EITHER฀
AT฀ THE฀ DISCUSSION�฀ PLANNING฀ OR฀ TESTING฀ STAGE฀ OR฀ ARE฀
ADDING฀A฀DOUBLE฀OR฀TRIPLE฀PLAY฀TO฀AN฀EXISTING฀OFFERING�

)N฀ SOME฀ CASES�฀ THESE฀ COMPANIES฀ ALREADY฀ HAVE฀
PERFORMED฀ TRIALS฀ OR฀ EVEN฀ INVESTED฀ HARD฀ COST฀ INTO฀
A฀ 6O)0฀ SYSTEM฀ THAT฀ HAS฀ NOT฀ PROVIDED฀ RETURN�฀ 7ITH฀
THAT฀IN฀MIND�฀HERE฀WE฀ATTEMPT฀TO฀DESCRIBE฀SOME฀OF฀
THE฀ CHALLENGES฀ INHERENT฀ IN฀ A฀ 6O)0฀ DEPLOYMENT฀ AND฀
OFFER฀SUGGESTIONS฀AND฀INSIGHT฀INTO฀HOW฀TO฀MEET฀THESE฀
CHALLENGES฀HEAD
ON฀WITH฀SMART�฀EFFECTIVE฀SOLUTIONS�

7HETHER฀YOU฀ARE฀PURCHASING฀THE฀6O)0฀INFRASTRUCTURE฀
ON฀ WHICH฀ YOUR฀ SERVICE฀ WILL฀ RUN฀ OR฀ USING฀ A฀ RESELLER฀
OR฀ AN฀ OUTSOURCED฀ SOLUTION�฀ YOUR฀ REVENUE฀ WILL฀ RELY฀
���฀PERCENT฀ ON฀ IT�฀ 9OUR฀ INFRASTRUCTURE฀ IS฀ THE฀ SPORTS฀
EQUIVALENT฀OF฀YOUR฀GOALIE฀n฀IT฀KEEPS฀YOU฀IN฀THE฀GAME�฀฀

-ANY฀OUTSOURCED฀SOLUTIONS฀AND฀RESELLERS฀HAVE฀OPTED฀
TO฀USE฀A฀hBEST฀OF฀BREEDv฀APPROACH฀n฀AGGREGATING฀ALL฀OF฀
THE฀VARIOUS฀COMPONENTS฀OF฀HARDWARE฀AND฀SOFTWARE฀THAT฀
HAVE฀BEEN฀TESTED฀FOR฀STABILITY฀AND฀SCALABILITY�฀AND฀ARE฀
GENERALLY฀USED฀IN฀LARGER฀DEPLOYMENTS�฀5NDERSTANDING฀
THE฀PREDICTABILITY฀OF฀THE฀COMPONENTS฀THAT฀WILL฀RUN฀YOUR฀
SERVICE฀OFFERING฀IS฀CRUCIAL�฀

!NOTHER฀ APPROACH฀ TAKEN฀ BY฀ SOME฀ RESELLER฀ AND฀
OUTSOURCE฀PROGRAMS฀IS฀TO฀DEVELOP฀CUSTOM฀COMPONENTS฀
THROUGH฀3)0฀DEVELOPMENT฀OR฀ LEVERAGING฀OPEN฀SOURCE�฀
4HERE฀ IS฀ A฀ RISK�REWARD฀ EVALUATION฀ FOR฀ SELECTING฀ ANY฀
INFRASTRUCTURE฀ SELECTION฀ APPROACH�฀ BEST฀ OF฀ BREED฀
�REWARD�฀ TESTED�฀ SCALEABLE�฀ MODULAR�฀ RISK�฀ MORE฀
EXPENSIVE	�฀OPEN฀SOURCE฀�REWARD�฀FREE�฀LARGE฀DEVELOPER฀
COMMUNITY�฀RISK�฀POOR฀DOCUMENTATION�฀NOT฀SCALE฀TESTED	�฀
HOMEGROWN฀ �REWARD�฀ LEVERAGE
ABLE�฀ RISK�฀ NO฀ SUPPORT฀
ORGANIZATION�฀COSTLY฀TO฀MAINTAIN	�฀OR฀ONE
STOP฀SHOPPING฀
�REWARD�฀SINGLE฀SOURCE฀FOR฀RESOLUTION�฀RISK�฀COSTLY�฀SLOWER฀
UPGRADES�฀LESS
FOCUSED฀DEVELOPMENT฀ORGANIZATION	�

7HETHER฀ AN฀ OUTSOURCED฀ SOLUTION฀ OR฀ A฀ RESELLER฀
PROGRAM�฀ THERE฀ ARE฀ l฀VE฀ IMPORTANT฀ AREAS฀ OF฀
CONSIDERATION฀WHEN฀CREATING฀A฀6O)0฀SERVICE�฀l฀NDING฀THE฀
RIGHT฀PEOPLE�฀CHOOSING฀RELIABLE฀PARTNERS฀FOR฀ORIGINATION฀
AND฀TERMINATION�฀EASY฀PROVISIONING฀WITH฀EXCELLENT฀SELF

CARE฀PORTALS�฀ACCURATE฀BILLING฀AND฀GOOD฀REPORTING�

!S฀ALWAYS�฀YOUR฀HUMAN฀RESOURCES฀ARE฀YOUR฀MOST฀
VALUABLE฀ ASSETS�฀ 9OU฀ NEED฀ THE฀ RIGHT฀ COMBINATION฀
OF฀ IN
SOURCE฀ AND฀ OUTSOURCE฀ EXPERTISE฀ AND฀ VARIED฀
BACKGROUNDS฀AND฀SKILL฀SETS฀ON฀YOUR฀6O)0฀DEPLOYMENT฀
AND฀SUPPORT฀TEAM�฀INCLUDING�

s฀฀6OICE฀ ROUTING฀ QUALITY฀ OF฀ SERVICE฀ MANAGEMENT�฀
ENGINEER

s฀฀,OCAL฀ AREA฀ NETWORK฀ QUALIl฀CATION�TROUBLESHOOTING�฀
ENGINEER

s฀฀3YSTEM฀INTEGRATION�MANAGEMENT฀TEAM�฀DEVELOPER
s฀฀"ILLING฀MANAGEMENT
s฀฀/NLINE฀PORTAL�S	฀MANAGEMENT�฀ENGINEER
s฀฀3YSADMIN�GENERAL฀ SYSTEM฀ ADMINISTRATION฀ TASKS�฀

ENGINEER
s฀฀#0%฀TESTING฀AND฀TROUBLESHOOTING�฀ENGINEER
s฀฀"ASIC฀ CALL
m฀OW฀ TROUBLESHOOTING฀ AND฀ CONl฀GURATION฀

ON฀ALL฀SYSTEMS
s฀฀6ENDOR฀SUPPORT฀CONTACTS฀AND฀CONTACTS฀FOR฀BUG฀RELIEF฀

AND฀DEEP฀KNOWLEDGE฀OF฀SYSTEMS
s฀฀2EMOTE฀HANDS

'ENERALLY�฀THE฀MORE฀CONTROL฀AN฀OUTSOURCED฀SOLUTION฀
PROVIDES�฀THE฀MORE฀ENGINEERING฀KNOWLEDGE฀REQUIRED฀
IN
HOUSE�฀!S฀A฀RULE฀OF฀THUMB�฀ANY฀APPROACH฀TO฀A฀LAUNCH฀
SHOULD฀INCLUDE฀SOME฀DEDICATED฀ENGINEERING฀RESOURCE�฀
/NE฀OR฀MORE฀INTERNAL฀INDIVIDUALS฀WITH฀RESPONSIBILITY฀
AND฀BASIC฀CALL
m฀OW฀TROUBLESHOOTING฀AND฀CONl฀GURATION฀
KNOWLEDGE฀MAKE฀THE฀RESELLER฀OR฀OUTSOURCED฀SOLUTION฀
MODEL฀WORK฀MUCH฀MORE฀SMOOTHLY�

3ECONDLY�฀SELECTING฀THE฀CORRECT฀ )0฀NETWORK฀CAN฀BE฀
TRICKY�฀ -OST฀ CONSUMERS฀ AND฀ BUSINESSES฀ UNDERSTAND฀
THAT฀THE฀PUBLIC฀)NTERNET฀IS฀NOT฀AS฀RELIABLE฀AS฀TRADITIONAL฀
PHONE฀ SERVICE฀ BUT฀ WILL฀ �FOR฀ THE฀ MOST฀ PART	฀ TOLERATE฀
INCONVENIENCE฀FOR฀SAVINGS�฀)F฀NOT�฀THEN฀SOME฀FORM฀OF฀A฀
MANAGED฀NETWORK฀IS฀REQUIRED�฀/BVIOUSLY�฀THE฀GUARANTEE฀
OF฀QUALITY฀ IS฀MORE฀ IMPORTANT฀TO฀ENTERPRISE฀CUSTOMERS฀
WHO฀REPRESENT฀THE฀LARGER฀ECONOMIC฀OPPORTUNITY�฀

)MPORTANT฀TO฀NOTE฀IS฀THAT฀MOST฀RESELLER฀PROGRAMS฀
DO฀NOT฀ALLOW฀SERVICE฀PROVIDERS฀TO฀MAKE฀THIS฀SELECTION฀
WHILE฀ SOME฀OUTSOURCED฀ SOLUTIONS฀PROVIDERS฀ DO฀ AND฀
SOME฀ DO฀ NOT�฀ 4HINK฀ HARD฀ ABOUT฀ HOW฀ MUCH฀ CONTROL฀
YOU฀ NEED฀ TO฀ BE฀ SUCCESSFUL฀ IN฀ YOUR฀ 6O)0฀ OFFER฀ AND฀
SELECT฀A฀PROVIDER฀THAT฀MEETS฀THESE฀REQUIREMENTS�฀

4HIRDLY�฀6O)0฀ADOPTERS฀ARE฀INHERENTLY฀7EB฀SAVVY฀
AND฀ EXPECT฀ ONLINE฀ SUPPORT฀ AND฀ ACCESS฀ TO฀ A฀ WEALTH฀
OF฀CONTROLS฀ FOR฀SELF
MANAGEMENT�฀9OU฀NEED฀TO฀THINK฀
CAREFULLY฀ THROUGH฀ ALL฀ OF฀ THE฀ ACTORS฀ IN฀ YOUR฀ 6O)0฀
OFFERING�END฀ USERS�฀ CUSTOMER฀ TELECOM฀ MANAGERS�฀
AGENTS�฀ RESELLERS�฀ YOUR฀ CUSTOMER฀ SERVICE฀ REPS฀ AND฀
YOUR฀ MANAGEMENT�AND฀ MAKE฀ SURE฀ YOU฀ SELECT฀
TOOLS฀THAT฀CAN฀BE฀CONl฀GURED฀FOR฀AS฀MANY฀ACTORS฀AS฀
POSSIBLE฀AND฀ALLOW฀m฀EXIBILITY฀FOR฀THE฀FUTURE�฀2ESELLER฀
PROGRAMS฀TEND฀TO฀HAVE฀ONLINE฀TOOLS฀THAT฀ARE฀SOLID฀AND฀
INm฀EXIBLE�HENCE฀SPEED฀AND฀EASE฀OF฀DEPLOYMENT�฀
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/UTSOURCED฀SOLUTIONS฀PROVIDE฀A฀RANGE฀OF฀OPTIONS฀
FOR฀ 7EB฀ INTEGRATION�฀ "ECAUSE฀ THE฀ 7EB฀ IS฀ THE฀
MOST฀ IMPORTANT฀ PLACE฀ YOU฀ WILL฀ INTERACT฀ WITH฀ YOUR฀
CUSTOMERS�฀IT฀IS฀ALSO฀CRUCIAL฀THAT฀YOU฀SELECT฀A฀m฀EXIBLE฀
FRONT฀ END฀ SOLUTION฀ THAT฀ CAN฀ SUPPORT฀ YOUR฀ NEED฀ TO฀
DIFFERENTIATE฀ FROM฀ COMPETITORS�฀ 3OME฀ OUTSOURCED฀
SOLUTIONS฀ PROVIDERS฀ HAVE฀ INVESTED฀ IN฀ /33�"33฀
SYSTEMS฀AS฀ANOTHER฀BEST฀OF฀BREED฀COMPONENT�฀WHILE฀
OTHERS฀HAVE฀DEVELOPED฀THE฀VARIOUS฀7EB฀PORTALS฀AND฀
SYSTEMS฀ THAT฀ CAN฀ SUPPORT฀ THIS฀ m฀EXIBILITY�฀ )N฀ BOTH฀
CASES฀PROFESSIONAL฀SERVICES฀ARE฀USUALLY฀REQUIRED฀AS฀
YOUR฀2&0฀BECOMES฀MORE฀COMPLEX�฀

.EXT�฀ MONITORING฀ AND฀ REPORTING฀ REQUIREMENTS฀
GROW฀ EXPONENTIALLY฀ AS฀ YOUR฀ CALL฀ VOLUME฀ GROWS�฀
!SSESSMENT฀ FOR฀ FRAUD�฀ ACCOUNTING฀ INTEGRATION฀ AND฀
INTERNAL฀ MANAGEMENT฀ REPORTING฀ ARE฀ ALL฀ BUSINESS฀
SUPPORT฀ SYSTEMS฀ REPORTING฀ REQUIREMENTS�฀ CALL฀
QUALITY�฀ CALL฀ ANOMALY�฀ CALL฀ DURATION฀ AND฀ A฀ MYRIAD฀ OF฀
ENGINEERING฀REPORTS฀ARE฀ALL฀OPERATIONS฀SUPPORT฀SYSTEM฀
REQUIREMENTS�฀6ARYING฀DEGREES฀OF฀TECHNICAL฀INFORMATION฀
WILL฀BE฀AVAILABLE฀DEPENDING฀ON฀HOW฀INVOLVED฀A฀RESELLER฀
OR฀OUTSOURCED฀SOLUTION฀PROGRAM฀ALLOWS฀YOU฀ TO฀BE฀ IN฀
THE฀ENGINEERING�฀)N฀BOTH฀CASES฀BUSINESS฀REPORTS฀AND฀
THE฀ABILITY฀TO฀DEl฀NE฀BUSINESS฀REPORTS฀IS฀CRUCIAL�฀

,ASTLY�฀ BILLING฀ A฀ NEW฀ SERVICE฀ OFFERING฀ IS฀ COMPLEX�฀
4HERE฀ARE฀MYRIAD฀ISSUES฀AROUND฀PLAN฀LOGIC�฀TAXATION�฀
COMMISSION฀ MANAGEMENT฀ AND฀ PAYMENT฀ PROCESSING฀

INTEGRATION�฀ AS฀ WELL฀ AS฀ HOW฀ YOU฀ DELIVER฀ THE฀ INVOICE฀
�ONLINE�฀ VIA฀ EMAIL฀ WITH฀ A฀ LINK�฀ VIA฀ EMAIL฀ WITH฀ AN฀
ATTACHMENT฀OR฀VIA฀SNAIL฀MAIL	�฀4HIS฀IS฀ALSO฀THE฀TIME฀TO฀
THINK฀ABOUT฀HOW฀YOU฀WILL฀INTEGRATE฀DOUBLE฀AND฀TRIPLE฀
PLAYS฀INTO฀A฀SINGLE฀BILLING฀EXPERIENCE฀AND�฀MORE฀BROADLY�฀
TO฀THINK฀ABOUT฀THE฀FUTURE฀AND฀FUTURE
PROOl฀NG�฀2ESELLER฀
PROGRAMS฀ GENERALLY฀ BOIL฀ THESE฀ OPTIONS฀ DOWN฀ TO฀ A฀
RANGE฀OF฀CHOICES฀AND฀ARE฀LESS฀CLEAR฀ON฀FUTURE
PROOl฀NG�฀
/UTSOURCED฀SOLUTIONS฀PROVIDERS฀WILL฀EMPOWER฀YOU฀TO฀
CREATE฀A฀MORE฀UNIQUE฀APPROACH฀TO฀HOW฀YOU฀BILL฀AND฀
INVOICE฀ YOUR฀ CUSTOMER�฀ THOUGH฀ OFTEN฀ WITH฀ A฀ COST฀ IN฀
RAPIDITY฀OF฀DEPLOYMENT฀AND฀PROFESSIONAL฀SERVICES�

'ENERALLY�฀A฀GREAT฀PLACE฀TO฀START฀IS฀TO฀CONSTRUCT฀A฀
PROJECT฀PLAN฀OF฀THE฀CORE฀TASKS฀YOU฀NEED฀TO฀ACCOMPLISH฀
TO฀ GET฀ FROM฀ DRAWING฀ BOARD฀ TO฀ LAUNCH�฀ 9OU฀ SHOULD฀
EXPECT฀A฀RESELLER฀ TO฀BE฀ABLE฀ TO฀ LAUNCH฀YOU฀ IN฀ THREE฀
TO฀ ��฀ DAYS�฀ ONCE฀ YOU฀ HAVE฀ PROVIDED฀ ALL฀ RELEVANT฀
INFORMATION�฀AND฀AN฀OUTSOURCED฀SOLUTIONS฀PROVIDER฀IN฀
ONE฀TO฀THREE฀MONTHS�฀ONCE฀YOU฀HAVE฀DESIGNATED฀YOUR฀
CONl฀GURATIONS฀AND฀HAVE฀BEEN฀SUFl฀CIENTLY฀TRAINED�

-OST฀OF฀ALL�฀l฀ND฀AN฀OUTSOURCED฀SOLUTION฀PROVIDER฀
OR฀A฀RESELLER฀PROGRAM฀THAT฀TREATS฀YOU฀LIKE฀A฀PARTNER�฀
AS฀ YOU฀ WILL฀ DEl฀NITELY฀ RELY฀ ON฀ THESE฀ VENDORS฀ FOR฀
SUPPORT�฀ 6O)0฀ IS฀ STILL฀ A฀ YOUNG฀ MARKET฀ WITH฀ MANY฀
TWISTS฀AND฀TURNS฀AHEAD�฀
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