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Oh, and he’d like to run the revised plan by 
his CFO today at 2:00 p.m., so he needs cost 
comparisons. 

“Let me get right back to you,” you say, and hang 
up the phone. You look at your watch. It’s 11:30 
a.m.

As usual, your team is scattered around the 
country, working on other projects. No problem. 
You check your address book in Outlook. Three 
team members are online, and a fourth is 
available by cell phone. You drag their names into 

your collaboration space, creating an instant Web 
conference call. Terri is just arriving at her office. 
She joins the call by cell until she gets to her 
desk, where she picks up her office phone, boots 
up her computer, and continues the conference 
with full multimedia capabilities. You click one 
button and add video. 

Here’s the deal: You explain what the client wants 
changed. You pull up the latest version of the bill 
of materials and the associated scope of work, 
and begin factoring in the changes the client 
wants to make.

Dave, who has taken the call at his home office, 
opens a spreadsheet and updates it with the 
new numbers. You switch to a whiteboard and 
jot down the steps it will take to implement the 
revised project, while Bill checks the schedules of 
the necessary specialists to make sure they will 
be available at the appropriate times. 

Because everyone is engaged in the project 
simultaneously, each member of your team 
is able to contribute his or her point of view 
to the revised plan interactively. Terri opens 
a PowerPoint file and starts updating slides to 
reflect the latest change and its implications 
throughout the project. Dave pastes in cells from 
his spreadsheet that show how the change affects 
the project’s total cost, as well as the projected 
return on investment (ROI). Knowing that the 
client will want to share this with his CFO, Dave 
also adds a chart that shows estimated savings 
for different options over the course of the next 
five years.  

Within an hour, you send an email to your client 
with a URL where he can join your workspace and 

It’s the kind of phone call you never want to 
get. The deal is all but closed, and now the client wants to 
make “one tiny little change,” which, of course, changes 
everything.
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review the revised documents. You point out that 
by sharing the URL, he can have as many of his 
people as he wants join the workspace.

Then you take a deep breath, make a fresh pot of 
coffee, and call the client to follow up.

“Hey, Mike. I’ve revised our proposal to 
accommodate the change you wanted. I’d like 
to go over it with you. Do you have a minute? I 
think you’re going to like this.”

There’s a pause on the other end of the line. 
“You’ve already updated everything?”

“Yes. I emailed you a URL. 
If you just enter it in your 
browser, you can join us 
online and go over everything 
together with your team. My 
team is already online.”

“Really…?”

“Yes. We can show you a cost comparison 
for both plans. Oh, and we added a couple of 
charts to a new PowerPoint presentation that we 
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thought you might want to show your CFO this 
afternoon. I think she’s going to like this, too.”

Later in the day, with a new purchase order in 
your inbox, you look out the window and realize 
it has started to snow. Good thing you’re not 
traveling today.

lasting relationships
Sales teams have been taking information 
technology for granted for years. Most of the 
time, the technology is totally transparent. 
But unified communications—the combin-
ation of voice, data, collaboration, and video 
technologies—is earning IT departments new 
respect from sales teams (and the rest of their 
companies) by making it possible to respond 
more efficiently and effectively to customers in 
the thousands of small interactions that build 
lasting relationships. If customer relationship 
management is all about increasing “touch 
points,” then unified communications is like a full 
contact sport.

The convergence of several technologies that 
reached a flash point when voice entered the IP 
universe, unified communications has progressed 
so quickly from a technology breakthrough to 
a competitive necessity that some changes in 
the workplace are taking a while to catch up. 



As a result, companies that leverage unified 
communications today are in a position to realize 
a significant advantage over competitors. Not 
since the computer first became personal has 
technology done so much to transform the way 
people work together.

“In most organizations, it’s not a matter of if they 
are going to implement unified communications,” 
says Logicalis Vice President of Cisco Solutions 
Ron Temske. “It’s a matter of when and how to 
best integrate unified communications within 
their business structures and processes.” 

Fortunately, unified communications provides 
many opportunities to leverage a wide range 
of technology transitions, from implementing 
IP telephony to integrating branch offices or 
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acquired companies into a single voice and data 
network to upgrading to the latest version of 
Exchange or Lotus Notes. 

Early adopters began moving to IP telephony 
several years ago, driven to take a chance on 
VoIP (Voice over IP) by the high cost of long 
distance and maintenance fees charged by 
traditional voice carriers. At the same time, 
venturesome organizations expressed concern 
that a digital phone system could not match the 
quality and always available dial tone of the TDM 
(time-division multiplexing) technology they 
were accustomed to with traditional PBX (private 
branch exchange) systems. 

“It is a true statement that they don’t break 
much,” Temske says of PBX systems. “Legacy 

an engineered solution
Because unified communications is an engineered solution, it can be customized and adapted to the 
specific requirements and priorities of any organization. 

Logicalis Technology Consultant Jim Dossias recommends starting slowly. “You don’t have to take it all on 
at once,” he says. “You can introduce new capabilities at your own pace.” 

Literally hundreds of applications are being developed to take advantage of the unified communications 
environment. Once the basic platform is in place, all that is required is some imagination to leverage it in 
ways that are specific not only to your company’s vertical market but also to your specific job description. 

For example, Logicalis helped one of its banking customers leverage unified communications to extend 
the hours of its customer-service center by dispatching incoming calls on Saturdays to tellers at the 
bank’s branch offices. The savings that resulted from not having to hire customer-service agents to 
handle those calls essentially covered the entire cost of the implementation. 

Logicalis also helped a healthcare client integrate receptionists at 20 different locations into a virtual 
contact center so they could fill in as call-center agents when they were not greeting people. By taking 
advantage of the downtime of existing staff, this solution essentially created a fully functional contact 
center. 

The benefits of virtual communications are amplified if you need to communicate with a site located in 
a remote and/or hostile environment. For example, one company extended unified communications to 
an on-site project management facility in central Iraq. By relaying digital signals by satellite, engineers 
on the ground in Iraq could take advantage of four-digit dialing to anyone in their multinational project-
management organization. This particular implementation of unified communications had the additional 
benefit of making it possible for U.S. service members to communicate freely by phone and computer 
with their families at home.
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phones are extraordinarily reliable devices, but 
part of the reason they are so reliable is because 
the technology hasn’t changed much in the last 
20 years. Yet when they do fail, there’s usually no 
fault tolerance in the systems, so even a minor 
failure becomes catastrophic.”

Today, mission-critical data networks in virtually 
every industry have proved to be as rock-solid as 
traditional voice networks.

And, unlike traditional PBXs, digital data networks 
have been extremely fertile ground for new 
features. 

Ironically, notes Logicalis Business Development 
Manager Brian Duvall, recent attempts by legacy 
voice vendors to add features to their services 
have had the unintended effect of undermining 
their own monopolies. “Voice customers are 
realizing that if the game is, in fact, changing, 
then they need to look at the ‘A’ players, and 
when it comes to unified communications, the 
traditional providers are running behind the 
pack.” 

waves of adopters
Today’s adopters of unified communications 
typically come in two different waves, according 
to Logicalis Technology Consultant Mike Payne. 
One wave includes organizations that are looking 
to replace aging phone systems. The savings 
and ease of management associated with the 
convergence of voice and data networks are 
the strongest draws for these customers. Many 
of these companies have merged with other 
companies and have yet to merge their phone 
systems. 

The ROI that is possible by merging phone 
systems from acquired companies with IP 
telephony is one of the “no-brainers” of 
unified communications, according to Temske. 
Logicalis should know. Its strategy of growth 
through acquisition has given Logicalis several 
opportunities to prove the concept. 

The second wave of adopters consists of 
companies whose success depends directly on how 
well they handle the subtle intricacies of customer 
and employee relations. These companies include 
professional services, insurance, banking, retail, 
healthcare and nonprofit organizations that are 
drawn to the immediate responsiveness with 
customers made possible through such unified 
communications features as presence and mobility. 
Presence is a kind of multidimensional IM that 
collects information about a user’s availability 
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Today, mission-critical data networks in virtually every industry 
have proved to be as rock-solid as traditional voice networks.



status and communications capabilities, including 
whether a person is available by phone or has 
Web or videoconferencing; mobility gives users 
the ability to redirect incoming IP calls to or from 
an office phone to a cell phone on the fly. These 
companies also tend to have a very mobile sales 
force and support staff who can quickly realize 
the benefits of collaboration tools such as online 
multimedia work sessions. 

A significant overlap exists between these 
two primary waves of unified communications 
adopters. As customers in all verticals come 
to expect more than the option of leaving a 
voicemail and waiting two or three days for 
a call back, Payne notes, both traditional and 
progressive companies are turning to unified 
communications as a way to gain a competitive 
advantage in their respective markets. 

Professional services firms, such as ad agencies 
and marketing firms, may have been among 
the first to embrace unified communications, 
but Logicalis’ Duvall notes that his top three 
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clients for unified communications are all in the 
manufacturing vertical. 

a platform to grow on
Many Logicalis customers are still at the learning 
stage with unified communications, Payne says. 
“Customers have to make decisions they didn’t 
before. It was so much easier when a phone was 
just 12 buttons and a red light. We got them 
through a similar evolution with the network,” he 
adds. “Users weren’t satisfied with dumb terminals 
once they realized they could print and file and 
send email over secure networks. We’re going 
through the same evolution on the voice side. We 
have to get folks away from the buy-once-run-
forever mind-set of traditional voice and help them 
understand that what they are looking at with 
unified communications is a platform to grow on.”

A particularly strong push for unified 
communications within all vertical markets, 
Payne says, is coming from the current crop of 
20-something employees, widely known as the 
“Web 2.0 generation.” This group has always had 
wireless headsets, instant messaging, and unified 

voicemail. “The idea 
that they would have to 
check multiple voicemail 
boxes and email boxes 
and physically go 
to a fax machine to 
retrieve a fax at work 
is totally unacceptable,” 
Payne says. As a 
result, companies that 
don’t offer unified 
communications are 
finding they can’t recruit 
a whole generation of 
young talent. 

Clearly, you don’t have 
to be in your 20s to “get” 
unified communications. 
Duvall says his client 
most enthusiastic about 
unified communication 
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in a room to go over the final design and bill of 
materials, and then we’d have to follow up with 
everybody through email,” Payne says. “Now 
we use an online work session to put the bill of 
materials and the design up on everyone’s screen 
and make changes together in real time.” 

Being able to collaborate on-the-fly like that not 
only cuts down on travel costs for everyone, but 
also eliminates all those ‘this is what I think I 
heard you say’ follow-up emails.

QUALITY TIME
Unified communications can take a little getting 
used to. When a group of road warriors at one 
manufacturer were informed by management 
that they were going to have to slash their travel 
budgets and still triple their customer interactions, 
not everyone thought it was a great idea. They 
were accustomed to spending 70 to 80 percent of 
their time flying around their respective territories. 
Use your new unified communications technology, 
they were told. Sure. 
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is a septuagenarian CEO of a nonprofit organi-
zation in the education vertical, who calls him 
excitedly every time some new feature becomes 
available.

PRODUCTIVE TIME
Because the impact of unified communications 
shows up in so many ways during the course 
of countless interactions on any given day, the 
ROI can be difficult to calculate precisely. Some 
extrapolations, however, are possible. Logicalis’ 
Payne estimates, from his own experience, 
that unified communications can easily save a 
typical knowledge worker an hour a day in time 
that would otherwise be lost looking up phone 
numbers and email addresses and checking 
multiple voicemail boxes and fax machines. 
“That equals an extra hour of productive time 
in their days,” Payne calculates. “I don’t know 
anyone who wouldn’t be the leader in their 
industry if they were able to get the equivalent 
of an extra hour every day for every individual 
on their staff.” 

A more rigorous survey 
on the business impact of 
unified communications 
was conducted by Sage 
Research with more than 
200 small, medium and 
large organizations. 
See the chart “The 
Benefits of Unified 
Communications” on 
page 6 for the results. 
 
Logicalis’ Payne points out that unified 
communications offers benefits for 
IT professionals, as well as everyone 
else in the corporation.  “We used to 
get everyone on the pre-sales team 



Yet several months later, sales reps are, in 
fact, spending more time with more customers. 
The sales reps still take those flights when it’s 
important to have a personal meeting, finding 
themselves freer to spend that kind of quality 
time now that they are not losing hours standing 
in line for a rental car or to get through airport 
security. 

One much less road-weary traveler says he often 
lets his customers decide whether to meet in 
person or virtually: “I can fly out to meet you the 
Tuesday after next, or we can launch a workspace 
conference online and go over everything 
together in an hour,” he tells them. More often 
than not, the customer opts for the workspace 
conference with the condition, “You can buy lunch 
next time you’re in town.”

In addition to the dramatic 
savings in the quarterly 
travel budgets, using unified 
communications achieved the 
Holy Grail for his company: 
growing revenue without 
increasing head count. 

Leveraging unified communications technology 
has also enhanced the ability of these erstwhile 
travelers to interact with important people at 
home. One virtual traveler, who says he has been 
in front of more than twice as many customers 
since using unified communications, also went 
trick-or-treating on Halloween with his kids for 
the first time in three years.

This ex-road warrior’s final analysis on unified 
communications: “I would never go back to the 
way I used to work.” 
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Learn more about Unified 
Communications from
Logicalis on the web at

www.us.logicalis.com/uc.
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Unified communications is such a broad term 
that it can be a little daunting to approach. Like 
networking in the ‘80s or the Internet in the 
‘90s, unified communications describes a trend 
everyone knows is important but one that not 
everyone knows how to use to their advantage. As 
the technology matures, more and more sets of 
applications are being developed that address the 
specific needs of different vertical markets as well 
as different job descriptions. 

Here are three applications we have found that 
deliver the best and most immediate return on 
investment. 

Collaboration
Collaboration in most corporations was a good 
idea, but it cost a lot of time and money. In the 
increasingly decentralized corporate environment, 
employees had to be flown around the country for 
meetings. Just scheduling a conference call was a 
full-time job for some unfortunate administrator. 
For lack of an efficient medium for collaboration, 
many other good ideas were left un-realized. 

Collaboration tools today make sharing ideas as 
easy to accomplish as dragging a set of names 
from your Outlook address book or Unified Client 
into a collaboration space. An instant 
multimedia work session can be launched 
that allows all participants to not only to 
see and hear each other but also to share 
and revise files interactively. Combined with 
presence—a kind of IM on steroids that 
lets you know immediately who is available 
for an online conference, collaboration 
tools make it possible for employees to 
work effectively together from any device, 
anywhere, anytime. 

Unified Client
The unified client capability saves 
employees from playing a time-consuming 
and frustrating shell game with their 
messages by acting as the integration point 
for all forms of communications, including 

email, voice, fax, IM, and the presence environment. 
It is also possible from a unified client to launch 
collaboration and video conferencing with a click of 
the mouse. From the user’s point of view, all the 
applications required for each type of communication 
are integrated seamlessly in the background. 

Integrated Contact Centers
More companies are opening contact centers today 
as a way to enhance customer relationships by giving 
customers a real person to talk to. The two biggest 
expenses in setting up contact centers are facilities 
and personnel, and integrated contact centers 
address both: by definition, no facility is required 
for a virtual contact center, and leveraging current 
employees more efficiently often means that no new 
staff has to be hired. 

Because virtual contact centers allow agents to 
log in from any phone, these centers also make 
possible a level of job flexibility (e.g., agents can 
work from their homes or remote office locations) 
that dramatically decreases the characteristically 
high turnover rate among contact center personnel 
and greatly reduces facility costs. Another level of 
flexibility is provided by the multi-mode functionality 
of integrated contact centers that allow an agent to 
seamlessly establish a voice, chat, email, or video 

connection with the customer.

three for the money
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ABOUT LOGICALIS
Logicalis is an international provider of integrated information and communications 
technology (ICT) solutions and services founded on a superior breadth of knowledge 
and expertise in communications and collaboration, data center optimization, 
application development and integration, and outsourcing and managed services. 

With international headquarters in the UK, Logicalis Group employs more than 1,900 
people worldwide, including highly trained service specialists who design, specify, 
deploy and manage complex ICT infrastructures to meet the needs of more than 6,500 
corporate and public sector customers. To achieve this, Logicalis maintains strong 
partnerships with technology leaders such as Cisco, HP, IBM, and Microsoft. 

The Logicalis Group has annualized revenues in excess of $1 billion from operations in 
the UK, the US, Germany, Latin America, and Asia Pacific, and is fast establishing itself 
as one of the leading IT and communications service providers, specializing in the areas 
of advanced technologies and services.

For more information, visit www.us.logicalis.com
or call 866.456.4422.
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