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This document covers how a cloud phone system can help your Small 

and Medium Business improve revenue, productivity, dramatically 

reduce costs and increase customer satisfaction.  
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As an owner/executive of a Small to Medium Business (SMB), you enjoy several advantages that larger 

enterprise businesses don’t. You are closer to your customers, more flexible, make decisions faster, shift 

quickly to act on market niches, and can quickly meet with and redirect your staff to focus on change 

and competitive opportunities. 

Obviously, larger businesses have their advantages as well, however,  structuring your business and 

focusing your arsenal on being nimble is what makes your business grow, profit, and be a fun place to 

work for you and your employees. 

Fortunately, today there are several ways an SMB can improve on how they continue to leverage their 

advantages without risking what makes them successful. One of the best ways to stay nimble is to move 

your communications to the Cloud.  This white paper’s purpose is to educate you on how a Cloud Phone 

System will improve your organization’s revenue, productivity, dramatically reduce costs, and increase 

your customers’ satisfaction level when dealing with your business.  

Many businesses are not sure/confident what Cloud Technology is, and how it 

can be advantageous to their business or to realize any potential risks.   

Most businesses and consumers have an Internet connection. Think of the 

Cloud as using your internet to access your Telephone Service and Computer 

Data (that is not installed on your business premise).  Just like you use your 

Internet to access Websites, you can use the Internet or “Cloud” to access all 

your business requirements/applications. 

Moreover, Cloud computing is a technology that uses the internet and central remote servers that 

house and maintain data and applications in a data center rather than on your business premise.  A 

major advantage of Cloud computing is that it allows consumers and businesses to use services and 

applications remotely without requiring installation and maintenance at your physical business location.  

It allows full secure access to your phone system, business applications, and personal files from any 

computer or mobile device that has an internet connection. 

Rather than purchasing, installing, updating and maintaining all the hardware, software and applications 

at your business location, you let the Cloud service provider be responsible for these functions and 

services. Data Centers offer advanced security, greater resiliency/reliability/uptime, built-in disaster 

recovery, the latest updates and features, along with many Application Programming Interface (API’s) to 

integrate with the most common applications. For example, an API lets you tie your Salesforce CRM 

software into your telephone system integrating the two. This makes your employees’ jobs much easier, 

more productive, and effective.  

Gartner is one of the most renowned, respected experts in the IT industry and recently 

conducted research on public cloud usage and forecasted a growth of 17.5%. in the 

worldwide services market. – source Gartner (April 2019) 

The following Gartner research highlights some of the important advantages of the cloud, cloud 

technology, and cloud computing. 
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Simply put, cloud computing can be defined as computer services over the web. It is also called hosted 

services. Now software on the internet can be used as a service, meaning you rent it on a monthly basis 

as opposed to a capital purchase. Storing or sharing data is very secure and very easy to share. It allows 

all employees to access your software from anywhere at any time.  

Cloud computer can be broken down into three categories: 

• Infrastructure – IaaS (Infrastructure as a Service) - this is where the physical servers reside, 

information is stored, traffic is routed, and the network piece for connectivity. 

• Platform – PaaS (Platform as a Service) – These are databases, web servers, and development 

tools. 

• Application – SaaS (Software as a Service) – Programs or applications are included in SaaS such 

as Email, CRM, Accounting, Games, and Communications (telephone systems, contact centers, 

screen share, texting) 

Why are we seeing so many companies move to cloud computing?  

Highly Reliable – backups for an organization are critical in today’s world. A disaster can cause you 

permanent data loss which is devastating. A cloud system means you can sleep well, you just don’t have 

to worry about losing your data. Your data will always be available from anywhere at any time via an 

internet connection. Data breaches are a serious risk for companies today. Breaching the security 

protocol is very difficult in a cloud environment.  

Simple – Establishing and maintaining a data center for your organization can be costly and time 

consuming. You need the physical equipment to run the applications, and you must recruit the technical 

resources with the experience and knowledge to install and maintain. With cloud you pay for the service 

only. No hardware needed on site, no need to update software (automatically handled by providers), 

and no fears of obsolescence. You simply stop using the service when you no longer need it.  

Dramatic Savings – Cloud computing drastically reduces up front expenses because no capital outlay is 

required. Installation costs are very low in that all the applications are already built out and working. No 

expensive professional services required. What about growth? The traditional way of purchasing 

premise-based servers, storage, and applications is expensive. With cloud computing you can add 

processing power, storage, and additional applications instantly by paying the additional monthly costs 

for the services.  

Flexibility: Today’s world is a mobile world. Employees no longer adhere to an 8 to 5 workday at the 

office. People frequently work outside of the office as much if not more than in the office. Cloud 

computing lets employees be highly efficient no matter where they are or what time it is. All the tools 

available at the office are now available from any laptop, smartphone, or tablet. Access your email, get 

to your CRM, make a business phone call, or hold a video conference with screen share. What used to 

be extremely complex is now simple to install and simple for employees to use.  

We hope this helps you better understand how significant the efficiency, reliability, and savings are 

when you move your business to cloud computing. We will drill down into the telephony piece now and 

discuss the advantages of moving your voice applications to the cloud.  
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The 5 Major advantages of moving your phone system to the Cloud 

1. It’s Simple  

• Cloud telephony is always current with the latest updates and brings a whole new superior level 

of service and support that is open 24x7x365. 

• Cloud systems supply all you need for one set monthly 

cost. It’s easy to understand and simple to manage.  

• Many SMB’s do not have an IT department or dedicated 

personnel to manage their technology. A Cloud Phone 

System requires minimal, if any, IT staff to manage. That 

savings can add up quickly every month. 

• Purchasing an on-premise phone system requires you to 

deal with multiple Vendor relationships. Each and every 

one of these relationships need to be managed. Finger pointing is not uncommon, making it 

difficult and time-consuming to troubleshoot problems and a headache to deal with.  

• With premise-based phone systems you have a relationship with the manufacturer or supplier 

from whom you purchased the phone system. However, there are several differences in the 

relationship and the following points indicate the differences in Supplier relationship from a 

Cloud Service Provider.  

o The premise system is either purchased or leased, and is a capital budget versus an 

expense, making it more difficult and time consuming to get financial approval.  

o Maintenance can get complicated. It is usually a hybrid offered by the manufacturer 

called software assurance and an on-premise “smart hands” maintenance agreement 

supplied by a dealer. You are forced to buy double maintenance.  

o System changes or upgrades interrupt the business day or must be paid for at costly 

overtime rates. 

• The Cloud Phone system maintenance is included in your monthly payment.  Software updates 

are simple, automatic, and done remotely. Whereas a premise phone system, once the warranty 

expires, requires the customer to either pay for service on a time and material basis or negotiate 

a maintenance agreement. Changes to the system often takes a “truck roll” where a technician 

physically comes on site to make changes. Also, software updates can be difficult and require on 

site visits. Your staff will have to negotiate for a good maintenance agreement from a reputable 

dealer. 

• Your local dial tone (telephone numbers) needs to come from a third-party provider, so yet 

another player gets involved. This adds to the number of people you need to deal with and 

another bill to pay each month. These bills are notoriously confusing. They are full of 

miscellaneous fees, administrative charges and taxes that most businesses usually don’t 

understand but must pay every month. 

In conclusion, premise-based phone systems are more complicated to manage, require multiple-party 

relationships, require more time and personnel, and force multiple bills to be paid.  It’s a capital 

investment that takes much more time and effort to implement. It is not as flexible to make changes, 
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moves or grow and is much more expensive to upgrade and maintain. It is not nearly as reliable as a cloud 

solution, which is detailed in the following section. 

 

2. Reliable  

• One of the biggest advantages of moving your phone 

system to the Cloud is the incredible uptimes you enjoy 

with cloud systems.  

• The systems are rated with 5 9’s of uptime. This means 

the systems are working 99.999% of the time. 

• Premise-based systems have a wide variance of 

uptimes, and also rely on the power environment in your 

building to keep the system working.  

o Cloud Phone Systems are resilient, highly available systems that are located in multiple 

data center locations. This means if there is a disaster or problem with your system you 

are automatically and immediately connected to a secondary (back up) system. In the 

event of an internet failure at your office all employee calls will automatically be routed 

to their smartphones if you so desire. Neither you nor your customers will even be 

aware that there was a problem. With a premise system both your voice and data will 

be entirely at risk if a disaster occurs.  

o You don’t have to be in the office to communicate. You can get service anywhere you 

are, by accessing an internet connection from any device you have (computer, laptop, 

smartphone, or tablet). If a potential disaster has impacted your organization, you can 

send employees out of harm’s way (north, south, east, or west) and know they will still 

have the critical communications they need to perform their work with a Cloud 

Telephone solution.  

3. Makes Moving or Expanding your Business Easy  

Whether you are moving or adding more locations a Cloud Telephone System is simpler, less 

disruptive to your business, and substantially less costly than relocating a premise-phone system.  

Since a Cloud Phone System is already housed in a remote Data Center setting up a new location is 

quick and easy. This allows you to continue your normal business communication functions without 

any disruption during your move.  In addition, if you are expanding with new locations, making any 

Adds, Moves, Changes or Updates are quick and easy to execute. One phone call to your Cloud 

Telephone Provider is all you need, and they will do everything. Changes are done remotely and 

won’t tie up your IT staff from other important projects.  

4.  Dramatic Savings  

Dramatic Savings goes well beyond the cost of hardware, software, maintenance and installation. To 

experience Dramatic Savings you need to factor in how the technology impacts your business 

overall.   

Although several cost analysis’ have been done by industry experts, comparing premise-phone 

systems to Cloud Telephone Systems can vary greatly because they aren’t based upon the same 
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apples-to-apples cost factors.  Some comparisons are based just on the hardware, software, 

network, maintenance and installation costs.  However, there are several other considerations that 

need to be factored beyond the obvious costs.  Factors such as: system scalability, functionality, 

disaster recovery costs, flexibility, costs for additions, moves and changes should also be considered 

to deliver a true Total Cost of Ownership (TCO).  

 There is a basic business axiom that states, “you buy things that increase in value and rent things 

that decrease in value. Because a business system is considered an asset on the books, it must be 

depreciated over a period of time. You get immediate tax benefits each month on a cloud solution, 

the whole amount is an expense on the books.”  You are paying for what a system does and how it 

impacts your organization. This is one of the reasons why a Cloud Telephone System makes so much 

financial sense. 

Most people know and are familiar with “the obvious costs” associated with a telephone system. 

But many are unaware of the many hidden costs. We have broken them down for you for your 

benefit below. 

“The Obvious Costs”  

Typical Premised Based Telephone Systems can incur the following costs: 

PBX Hardware – all the stuff hanging on the wall or on the floor including the main cabinet, 

power supplies, supplemental servers, printers, monitors, etc. There are also all the telephone 

instruments, conference units, and paging connections. 

Licenses Fees – In today’s software-based world all telephone systems don’t just have hardware, 

they also have software licenses for a wide variety of capabilities and features that can 

dramatically raise the purchase price.  

Standalone Communication 

Services – a good example is video 

conferencing/screen sharing 

services such as WebEx, Go To 

Meeting, etc. But it can also be for 

a fax server, for SMS or text 

services, and after hours call 

processing via an answering 

service. 

“The Hidden Costs” 

Premise systems also have hidden 

costs that must also be accounted 

for including: 

Telcos (PRI’s, T-1s, SIP trunks, analog lines) – these are the circuits that actually provide your 

dial tone or telephone numbers to your office location that then is connected to the telephone 

system. 
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“The Hidden Costs” - Continued 

Long distance and 800 numbers – these are the circuits that actually provide your dial tone or 

telephone numbers to your office location that then is connected to the telephone system. 

Multi-location (MPLS, PSTN) – These are the expense of the circuits to tie all your locations 

together, the cost to connect to your data center, mobile costs, and internet costs. 

PBX Parts and Service –  

• All of the equipment must be maintained. This can be achieved in one of two ways. A 

maintenance contract can be obtained from a local dealer. This will be comprised of the 

manufacturer’s maintenance (known as software assurance) and the cost of the local 

dealer for the labor to fix the system. Maintenance covers these costs. Without a 

maintenance contract you will be billed on a time and materials basis.  

• Hardware upgrades have to be manually upgraded when new releases are available. 

• Installation costs – the labor required to install the initial system, and to do any 

upgrades required through the system life. 

• Costs for moves, adds, and changes to the system require technical assistance, generally 

charged at an hourly rate. You also need to figure the capital costs to add additional 

equipment, i.e. servers, circuit boards, telephones, etc.  

• Servers costs – servers need to be replaced on an average of every three to four years. 

• Data center cost – this is the monthly recurring costs of storing your equipment in the 

data center, or of renting processing capability from the data center.  

Outside Services - 

• Professional services charges – traditional telephone systems often require substantial 

professional service charges for integrating applications and designing contact center 

functionality. 

• Contact center – the cost to acquire and maintain contact center servers, software, and 

professional services.  

Growth & Change.  All premise-phone systems have scalability limits.  It can only have capacity for so 

many telephones and telephone network lines (PSTN).  If you exceed that capacity you must purchase 

an expansion cabinet/hardware to provide that 

capacity and possibly require a completely new 

system.  Cloud Telephone Systems have no 

scalability limitations, so that cost difference 

needs to be factored in the comparison – most 

of the cost analysis studies do not include these 

“hidden costs” or considerations. Flexibility is 

also an issue for premise-based systems. Many 

premise-base systems are not Voice over Internet Protocol (VoIP) compatible which is the current and 

preferred network today. IP phone systems allow a better, more cost-effective way to transmit voice 

and data – thus the network cost difference should be included.   

Also, premise-based systems face “end of life” 

or “sunset” decisions.  This means you will no 

longer receive support on the hardware or 

software once this is announced.  Cloud Phone 

Systems will continue to receive support for as 

long as you continue your monthly service.  

You won’t need to worry about upgrades 

either as this is automatically done by the 

Cloud Telephone System Service Provider. 
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• Flexibility is also an issue for premise-based systems. Many premise-base systems are 

not Voice over Internet Protocol (VoIP) compatible which is the current and preferred 

network today. IP phone systems allow a better, more cost-effective way to transmit 

voice and data – thus the network cost difference should be included.  

•  Major functions allowing text or SMS messaging is not available on most premise-base 

phone systems and this has become a very necessary and popular preference by 

customers to communicate with organizations. Nor are API integrations for applications 

like Customer Relationship Management (CRM), Billing/Accounting Software, etc.  These 

are standard features included in a Cloud Telephone System. 

• It Takes up Less Space and Valuable Real Estate. Most Premise-Phone systems require 

additional square footage dedicated to the telephone equipment, additional energy 

costs to power and support air conditioning for the computer servers, along with the 

additional staff to perform IT functions and support.  All these costs can begin to show 

up and increase as your business grows and changes and they usually aren’t anticipated, 

which puts your business at risk. The costs to expand and grow may force your business 

to move simply because your premise system needs more physical space to grow.  With 

a Cloud Phone System, you don’t need to anticipate these changes because they are 

built for growth and changes and are constantly being updated with the latest 

technology available.  

 

There are several other factors, like the above, that are not included in most cost analysis comparisons.  

So, the best way to make a cost comparative decision depends upon what your business goals are for 

growth, profitability along with your unique competitive advantages.  

 

Savings Summary 

In summary, Dramatic Savings are not realized by only the physical hardware & software costs, but by 

what the technology is doing to help your business: Increase Revenue and Profitability; Decrease Costs 

of Operations; Gain Market share or more customers; Increase employee Productivity; Improve 

Efficiency; Deliver Superior Customer Experience;  Stay Nimble – by adjusting quickly to market changes 

and consumer behaviors that create unique competitive advantages.  These are the characteristics that 

result in experiencing Dramatic Savings.  Having a Cloud Telephone System allows your business the 

flexibility to quickly adjust to changes, at much less cost, with no or little disruption to your business. 

  

 

5. Delivering the Best Customer Service is more 

important today than ever before. Consequently, your 

decision needs to include how your system will deliver the 

customer engagement preferences (e.g., Phone, 

Text/SMS, email, fax, chat and Social Media) that builds 

loyalty and focuses on providing the best customer 

service.  
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A New Battleground to Win Customers has been declared. 

 

• 80% of CEOs believe their companies deliver a superior customer experience...1 

▪ 89% of companies plan to compete based on customer experience.2 

▪ Less than 8% of customers agree 3 

Source: 1-Bain & Company; 2-Gartner 2015 CMO Spend Survey; 3-Bain & Company 

Obviously, there is huge disconnect between what customers are experiencing and what companies and 

organizations are delivering.  Part of the reasons are companies are not offering the methods or 

preferences that meet the respective generational demographic expectations.  

 

Source: Statistica 

The chart above shows the current U.S. population breakdown by generation. Baby boomers and even 

Generation X’ers are on the decline from their position of prominence. Millennials and Gen Z are moving 

into the majority position as consumers. This next generation of customer delivers a very different set of 

expectations when it comes to the customer experience. They bring about a unique set of attitudes 

when dealing with customer service expectations, including:  

•   Communications 

• Information Access 

•    Brand loyalty 

•    Support of various forms of technology 

Expectations are higher, the “next generations” (Millennials/Gen Z) of customers do not have the 

patience of the previous generations. The next generation grew up with information available instantly 

to them, so why would they expect anything less when it comes to meeting their customer service 

requirements. They want a highly responsive and intuitive experience like the apps on their 

smartphones. They don’t want nor will they tolerate being bounced from one agent to another during a 

call.  Generation Z grew up with the internet, they are the first generation that always had it. They 
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operate at digital speed and expect their customer experience to do the same. It’s all about efficiency 

and meeting their preferences. 

 

Gen Z’ers and Millennials are not shy in sharing their customer experiences on social media, both 

positive and negative. They aren’t loyal to brands but rather to the experience of their purchase or 

service, and they won’t hesitate to switch their business to another company after just a single 

interaction. 

What Isn’t Broken…Can Be Improved 

One thing that hasn’t changed over the past 40 years is how inbound customer calls are routed.  Forty 

years ago calls were routed to the first available agent with no consideration of the agent’s ability or skill 

to handle that call. Call routing today works much the same way, with one major and important 

improvement. Skills-based routing is used to make sure that interactions get routed to an agent with the 

skills to handle the call.  Skills-based routing requires specific knowledge or skills such as: Bilingual Skills, 

Sales Knowledge, Product Information, Billing, etc., and ability to handle all types of transactions or 

media types, i.e. voice, email, SMS (text), chat, or social media. A new skill set is now required to address 

the preference that the new generations are expecting – preferences like text/SMS, Chat, Social Media, 

Voice, e-mail, etc. Premise-based systems are behind in this area, and multi-channel capabilities are very 

expensive to add. 

The businesses that will survive and thrive will have incorporated Generational Routing Intelligence into 

their customer service strategy.  Those businesses who don’t adapt will struggle and likely will follow the 

way of the brick and mortar companies who didn’t adopt to on-line shopping.  Cloud Phone Systems 

include what is called Omni-channel contact center technology. This allows interactions to be routed 

based on the way the customer prefers; Voice calls, emails, SMS (text), chat and social media can all be 

routed to individuals that are trained on that media. Each type of interaction can be measured and 

deliver full analytical reports that indicate the media preferences by generation. The effectiveness of 

each media type can be measured, and proper agent staffing will be attained. 

The rapid changes in the contact center industry are not to be feared. Disruptive change means 

opportunity for the savvy company that stands out as an industry leader in customer service.  

Cloud telephony allows all businesses to enjoy call center functionality, whether there is a formal 

contact center or not. Historically, contact centers cost tens of thousands of dollars. Cloud telephony 

does away with that expense, and charges only on a per user basis. Many SMBs have a one person 

contact center with cloud telephony.  This offers high functionality for minimal costs.  
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Mobile Smartphone & Device Integration.  

• Today, it is critical to your SMB business that your telephone system integrates with your mobile 

personnel’s smartphone & mobile devices. Mobile device adoption has become the standard 

and Apple alone has over a Billion iPhones in use today. However, it is essential your integration 

is secure, flexible to grow and change, and able to take advantage of the advancements in 

employee productive applications. 

Unfortunately, most premise-telephone systems are not designed to integrate their personnel’s mobile 

devices. If the technology is available it is very expensive to install, maintain and update.   Cloud 

Telephone Systems, on the other hand, are designed to integrate with mobile devices of all kinds, along 

with a multitude of business applications that help SMB’s increase productivity, growth and expansion. 

They improve profitability and  offer tools to deliver excellent customer service.  Cloud Phone Systems 

are designed to provide the best methods and preferences in how customer’s chose to engage with your 

business (e.g. voice, email, text/SMS, fax, chat, web, social, etc.) 

Advanced Features.   

 

• Compared to Cloud Telephone Systems, premise-phone systems  are more difficult, expensive or   

most often not capable of adding advanced features. These advanced features can make your 

business more productive, efficient and nimble. Cloud Telephone Systems have access to a 

multitude of applications and the (API’s) that makes them easy and cost effective to add these 

advanced features are included in your single monthly bill and supported and maintained by 

your Cloud provider. 

 

Why Simplify My Communications is Different 

Most telecommunications companies sell direct and therefore push their brands and products to 

maximize their own profit.  When a business decides to contact several companies to evaluate it can get 

very confusing and time consuming to determine who to trust and what is the best decision. At Simplify 

My Communications we are Technology Advisors that take an objective and neutral evaluation of the 

vendors. With access to a myriad of best of breed vendors our goal is to discover and recommend the 

optimum solutions based solely on our clients’ requirements that meet their budget and goals. 

We help our clients maximize features and capabilities that meet their needs and requirements at a 

lower cost, and we make sure they have the flexibility they need to grow and change. Clients are 

pleased by how fast and easy we make it for them to find the right fit with a cloud communications 

system which meets or exceeds their expectations, all with no obligation, nor any contract.  

Please click on the following video link to get better acquainted with our team:  

[VIDEO] Advantages of Using a Simplify My Communications Technology Advisor 

Our clients know us as the expert technology consultants who never charge a consulting fee. We have 

the expertise on all the products, carriers, and service providers so our clients don’t have to invest the 

time and resources to make the best decision… we provide it for them.  Because our solution is a 

https://www.voodooviral.com/clients/getVideolink.aspx?VideoLinkId=8849&clientId=13252&showdigitalbusinesscard=1
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monthly subscription and not a capital purchase, it reduces the risk of a long-term investment 

commitment.  

About Simplify My Communications, Inc. 
With decades of combined experience in the telecommunications industry, the technology advisors at 
Simplify My Communications are committed to providing expert advice to businesses of all sizes to help 
save money, improve customer loyalty, enhance employee productivity and drive business efficiencies. 
Simplify My Communications serves companies nationwide from its offices in Houston (Friendswood), TX, 
and Denver, CO.   
 

Join what many satisfied clients have discovered by moving to a Cloud Telephone System or Contact 

Center.  Contact a Technology Advisor at Simplify My Communications. 

Contacts: 
 
Alan Robbins, Partner, Simplify My Communications, Inc. 
alan.robbins@simycomm.com    
(713) 321-2331  
 
Steve Jennings, Partner Simplify My Communications, Inc. 
Steve.jennings@simycomm.com 
(303) 993-3718 
 

www.simycomm.com 
 

Let us help you…you don’t need to do this alone…select a Technical Advisor 

 

mailto:alan.robbins@simycomm.com
mailto:Steve.jennings@simycomm.com
http://www.simycomm.com/

