CASE STUDY

IP Integration increases business

II’ prognosis

for Unified Communications

Integration

efficiency and improves customer
experience with Prognosis.

Systems integration and Managed Services Provider managing up to 2,500

A lack of visibility into UC and Contact Centre environments, combined with

Selected Prognosis end-to-end proactive performance management

Achieved consistent better call quality in a multi-vendor environment with

increased business efficiencies and improved user experience

solutions that would enable IP

INDUSTRY: Telecommunications Services
PROFILE:

endpoints with Prognosis
CHALLENGE:

poor voice quality
SOLUTION:

for Unified Communications
BENEFITS:
Challenges

IP Integration Ltd. was experiencing
poor voice quality and a lack of
visibility into its managed Unified
Communications and Contact
Center environments.

This made it challenging to meet the
business demands for managing the

customer experience.

The company’s CTO Neil Boxer,

evaluated experience management

Integration to :

Improve the efficiency of
business processes

Achieve consistently better call

quality

Achieve multi-vendor

environment management
Improve the user experience
Improve troubleshooting

Reduce incident resolution time

Solution

IP Integration chose Prognosis for
its ability to alert administrators
to problems right across its multi-
vendor environment before
customers were affected.

It also chose Prognosis because it
offers consistently better usability
for call quality and communications

management.

Prognosis usability has helped IP
Integration achieve ROl in 3-6



months, improved incident root
cause identification by up to
100% and reduced incident
resolution time by up to 74%.

Results

* Reduced outages by up to
49%

*  Improved multi-vendor

management by up to 24%

* Improved Skype

troubleshooting by up to
10%

Manage the routine, and Detecting symptoms that lead to IP Integration was able to realise
I
. o : .
avert the crisis problems is. almost 100% improvement in
Intelligent alerting is crucial IP Integration has redlised GEtting to the 100t cause [0 stop
for effective UC performance significant value from Prognosis problems in their tracks and
i 0,
mamagement because i you're dynamic thresholds. reducing outages by almost 50%.

With this level of insight to your

inundated with information you Each one is finely tuned to send an
may still have no idea where the alert only once certain conditions systems’ availability, performance
problem lies. have been met over a specific and the user experience you con

) . make decisions based on more
Detecting problems when the period of time.
9P Y than guess work and your team can

happen is not the challenge - your These intelligent alerts provide a link get on with its real job - doing better

customers will tell you that. to the information that's right at things for your business.

the heart of the problem.
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