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So You Think You’re
in the

Cloud
As a sector, cloud-based communications is full 

of hype and promise. Yet, recent studies indicate that 

much of that hype is deserved. 

According to a Heavy Reading Insider report from 

October 2013, interest in cloud-based communications 

Unified-Communications-as-a-Service (UCaaS) has been growing even 

faster than interest in the cloud in general. "According to some estimates, 

September 2014

Cloud-based communications means various things to various people. 
The only definition that matters is the one that suits your company’s needs.
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the annual revenue for service providers from 

cloud UC has grown to more than $2 billion. 

Perhaps the most interesting aspect of those 

figures is that UCaaS is thought to be growing 

twice as fast as UC," said Denise Culver, a re-

search analyst with Heavy Reading Insider, in a 

press release about the report.

How fast is the UCaaS market growing?  

According to a MarketsandMarkets report, as 

described in an article on TMCnet, "The UCaaS 

collaboration application market revenue is 

expected to grow from $540.74 million in 2013 

to $1.75 billion by 2018, at an estimated CAGR of 

26.5 percent from 2013 to 2018."

UCaaS, of course, means delivering communi-

cations solutions via the cloud, rather than using 

servers and switches located on-premises. Like 

every other cloud-based "as-a-service" product, 

your company is paying for the service alone, 

meaning it can be treated as an operational 

expense, not the capital expense of shelling 

out cash for hardware.

One of the primary benefits of choosing a 

cloud-based communications solution is that 

you can add services more easily than you 

could with an installed hardware solution. 

That means you have to find a cloud commu-

nications provider that offers the right mix of 

services to meet your company's needs. 

Therefore, it's vital for your company to 

decide what kind of cloud-based communica-

tions services it needs. Many factors go into that 

decision-making process, including cost, legacy 

technology, future growth plans, and more. 

When considering how to evaluate your busi-

ness needs for cloud-based communications, 

make sure to consider both your company's 

business goals and users' needs. 

A Guide to the business benefits of cloud-based voice services

http://ubm-tech.mediaroom.com/index.php?s=17177&item=137515
http://unified-communications.tmcnet.com/topics/unified-communications/articles/361603-unified-communications-as-a-service-ucaas-market-expected.htm
http://business.comcast.com/hosted-communications/cloud-based-voice
http://www.youtube.com/watch%3Fv%3DMAGosF36x-8
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Why the Cloud?
One of the primary advantages of choosing 

a cloud-based communications vendor for 

your company's needs is that it makes any of 

your concerns over legacy technology moot. 

Everything comes to you as a software service 

delivered over the Internet, and you don't have 

to look at the inner workings of the cloud com-

munications sausage factory.

In addition, making the choice to go to the 

cloud for your communications services can 

make sense from a financial standpoint. Being 

able to turn on a complete cloud-based voice 

solution in a matter of weeks without having to 

lay out a single dollar from a capital expenses 

budget is a CFO's equivalent of the red cape for 

a bull – practically irresistible.

The lack of capital investment combined 

with savings made the move to UCaaS an 

obvious one for Baystate Metal Solutions in 

Springfield, Mass. The 41-year-old company 

chose a Comcast solution to upgrade its  

very outdated phone system, resulting in 

savings of "hundreds of dollars each month," 

according to Tony Fernandez, Baystate's 

president and CEO, as quoted in a case study 

about the project. The upgrade involved no 

capital outlay, so Baystate was able to direct 

the money toward new projects, Fernandez 

said in the study.

Another driving factor for choosing the cloud 

over an installed communications solution is 

flexibility. Not every company needs a com-

plete cloud communications soup-to-nuts 

solution right now; some might opt to start  

out with messaging and IP telephony. By 

choosing a cloud communications vendor,  

you can begin with those options and add 

more if you choose. 

Unless there is some overwhelming need 

to have an installed communications solution 

on-premises, the cloud seems to be the most 

logical solution for most companies, offering 

greater flexibility, scalability, and important 

financial considerations.p

Being able to turn on a 
complete cloud-based voice 
solution in a matter of weeks 
without having to lay out a 
single dollar in capital 
expenses is a CFO’s 
equivalent of the red cape 
for a bull – practically 
irresistible.

http://business.comcast.com/docs/default-source/upware/casestudy_mbcv_baystate_metal.pdf?sfvrsn=0
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Who Wants What
Not all companies need the same type  

or even level of cloud-based communications. 

Yet getting communications services from the 

cloud is catching on with companies in many 

different industries, meeting a variety of needs. 

Construction
After 30 years in business, business leaders at Colorado-based 

Elder Construction realized they needed to upgrade the company’s 

communications technology in its original location and in a new 

satellite office. Deteriorating PBX hardware and inadequate phone service 

in the new office and at field locations made a change necessary. But just a 

new phone system wouldn’t do. Most communications with Elder’s customers 

http://business.comcast.com/docs/default-source/case-studies/elder_construction_casestudy_6-14.pdf?sfvrsn=0
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start via email, before moving to phone calls. 

Employees regularly transfer large documents, 

such as blueprints and construction design 

files, from one office to the other and back and 

forth with customers. 

The Comcast cloud-based voice solution the 

company chose gives clients direct access to 

employees, even when they’re on job sites. 

Customers can call a single number to reach 

employees whether they’re in the office, at a 

site, or traveling in between. 

The cloud-based solution also removes the 

burden of installing and maintaining hardware 

or needing technical help to make adjust-

ments. “I’m not an IT guy. I don’t have time to 

spend programming or fixing phones,” said 

Christopher Elder, a vice president at the firm, 

in the case study. With the new solution, Elder 

can now adjust settings and services with a 

few clicks in a mobile app.

The updated Internet service the company 

implemented also supports their file transfer 

needs – and even enables the family-based 

company’s employees in both offices to un-

wind with TV shows at the end of a  

long day. 

With a voice line that’s separate from 

the data line, Elder Construction can rely 

on consistent call quality. No matter how 

large a file transfer might be happening on 

the data side, the voice side won’t  

be affected.

Sales and Service
While sales has long been a driver of adop-

tion of cloud-based communications in 

general within a company, the service de-

partment is coming on like gangbusters, 

and pushing the communications deci-

sions more and more into the cloud.

If your company needs to reach customers, 

whether for sales or service, a cloud-based 

communications solution is the way most 

vendors are headed, driven by demand for 

flexibility and scalability from enterprise 

customers.

That was what the IT consulting firm CRS 

Technology Consultants in Florida needed 

Cloud-based communications 
systems are the way most 
vendors are headed, driven 
by enterprise demand for  
flexibility and scalability.

http://business.comcast.com/resource-library/case-studies/details/2014/02/12/crs-technology-consultants-moves-its-business-to-the-cloud-with-comcast-business?NewsItemID=d8313547-2963-62fe-b0b5-ff0000efc36d&IsPremium=False
http://business.comcast.com/resource-library/case-studies/details/2014/02/12/crs-technology-consultants-moves-its-business-to-the-cloud-with-comcast-business?NewsItemID=d8313547-2963-62fe-b0b5-ff0000efc36d&IsPremium=False
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when it chose cloud-based voice services from 

Comcast, according to a case study. Employees 

at CRS Technology Consultants act as the IT 

department for many small-to-midsize busi-

nesses. As a result, staff is scattered all across 

the country. But the network resources that 

make it possible help all those customers are in 

its main office – right in the heart of Hurricane 

Alley – where hurricanes threaten business 

continuity from the beginning of June to the 

end of November.

Jordi Tejero, owner of CRS Technology  

Consultants, seized the opportunity to address 

the vast geographic spread of its employees 

and to remove the hurricane threat to on-

premises hardware by choosing a cloud-based 

voice solution. 

Running a hosted voice system in the cloud 

made it easy to connect far-flung employees. 

Employees now use features like call forward-

ing to route phone calls from a phone that 

might have been affected by a hurricane to 

their mobile phones so they can work from 

somewhere outside the affected area. And the 

geographically diverse workforce is now using 

softphones that could be accessed anywhere 

they have an Internet connection, and which 

could be easily transferred over – in the middle 

of a call, if needed – to a mobile phone if a 

worker had to get on the road. The softphone 

feature also helps employees keep working in 

the midst of minor daily disruptions, such as 

the need to visit a mechanic.

Manufacturing
Even the most modern cars and trucks need 

timing belts and pulleys, which keeps Illinois-

based Pfeifer Industries in business. While the 

A Inside CRS Technology Consultants’ cloud-based voice solution 

http://www.youtube.com/watch%3Fv%3DMAGosF36x-8
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business is fairly small, its customer base is 

worldwide, and that means calls from poten-

tial buyers or existing customers come in at all 

times of the day or night.

The company’s products are custom-designed 

for specific clients’ needs, and that means lots 

of phone conversations as well as many transfers 

of large design files to and from the client. Pfeifer 

was doing the file exchange with redundant T1 

lines, and the cap of 1.5 Mbps no longer met 

its needs. Worse, still, the company’s telephone 

services offered limited services – if employees 

weren’t physically at their desks, they’d miss 

important calls.

Choosing cloud-based voice services and a 

faster Internet connection improved commu-

nications with clients. The change allowed the 

business to move large data files around more 

efficiently, while allowing both salespeople and 

designers to be reached by clients nearly any 

time of the day. The cloud-based voice service 

gives Pfeifer’s employees one phone number 

that can be picked up on a number of soft-

phones or mobile devices, with the caller seeing 

only the number dialed.

In a case study, Jim Donovan, president of 

Pfeifer Industries, said that the voice solution’s 

features “let our customers reach us anywhere 

and at any time so we don’t have to miss a call.” 

That feature is critical for the company, since 65 

percent of their sales come in over the phone.

Every sector seems to derive real value for 

moving communications services to the cloud. 

Many see instant returns on very little invest-

ment, making cloud-based communications a 

very smart move.p

A cloud-based voice service 
gives employees at Pfeifer  
Industries a single phone 
number that can be answered 
on a variety of softphones or 
mobile devices. 

http://business.comcast.com/resource-library/case-studies/details/2014/03/26/pfeifer-industries-gets-on-the-fast-track-with-comcast-business?NewsItemID=49433b47-2963-62fe-b0b5-ff0000efc36d&IsPremium=False
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Make Mine

Mobile devices have come to dominate 
the enterprise, and any communications  

solution that doesn't have mobile at its  

heart is in danger of becoming a dinosaur. 

The growing use of mobile devices is  

driving the bring-your-own-device (BYOD) phenomenon. 

Smartphones bought for BYOD use will grow at an annual  

rate of 30 percent clear through 2017, according to IDC.

A January ComputerWorld.com article noted, "IDC  

predicts that 175 million workers globally will bring their  

Mobile

http://www.computerworld.com/s/article/9245788/With_BYOD_smartphones_on_the_rise_IT_headaches_will_become_migraines
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own smartphones to work in 2014, up from 

132 million in 2013 and far above the 88 mil-

lion in 2012. By 2017, the number will reach 

328 million."

Tablet sales outpaced PC sales in the last 

quarter of 2013. With smartphones and tablets 

increasingly serving as the primary comput-

ing devices over the next few years, a mobile 

component to your company's hosted voice 

services solution is critical.

Cloud and Mobile Together
Enterprise cloud use and enterprise mobility 

have grown practically in lock step.

The cloud turned out to be the right place 

for the Sonoma County Farm Bureau when it 

needed a more sophisticated voice solution. 

Although many know the Northern California 

county for its wineries, the Bureau's members 

are quite diverse, including producers of all 

kinds of agricultural goods, from beef and 

chicken to fruits and nuts and just about  

everything in between.

With only five employees to serve 3,000 

BYOD Drives It all 
The workplace phenomenon known as bring your own device (BYOD) is feeding  
the need for cloud-based communications services.

As BYOD increases, a greater variety of devices, running a wider range of operating 
systems, need to connect to the business network. Today, the easiest way to make 
sure all the devices can do so is to run the communications tools as applications 
based in the cloud.

Despite recent predictions that BYOD deployments may see increased failure rates 
due to overly restrictive device management policies, there is no doubt that BYOD 
will continue to grow because of one factor that overrides all others: It increases 
worker productivity.

According to a study by BMC Software quoted in a CIO article, 76 percent of IT  
managers surveyed consider BYOD a big productivity boost – one that translates 
into two additional work hours each day. 

In addition, the survey states, 20 more emails get sent by the BYOD-using employee 
than ones not using it, and 33  
percent of those BYOD users check 
email between 6:00 a.m. and 7:00 
a.m. each day; 25 percent of them 
check it between 11:00 p.m. and  
midnight each day.

Clearly, businesses that not only 

allow, but encourage and support 

BYOD with cloud-based communica-

tions solutions, get a big productivity 

boost. 

http://business.comcast.com/resource-library/case-studies/details/2014/06/23/sonoma-county-farm-bureau-reaps-productivity-benefits-with-help-of-comcast-business?NewsItemID=6f7e4347-2963-62fe-b0b5-ff0000efc36d&IsPremium=False
http://www.gartner.com/newsroom/id/2648515
http://www.cio.com/article/2449817/byod/byod-users-work-longer-and-earlier.html
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members, the bureau chose cloud-based 

voice and UC services from Comcast to 

boost productivity. A mobile app and call-

forwarding features allow employees to take 

calls directed to the bureau office on a home 

or mobile phone; callers see only the number 

they dialed. 

A smartphone app allows all members of  

the bureau to have a single phone number  

to take calls or make them, no matter what  

device it is actually on. So a farmer using his 

own smartphone, for example, could place a 

call using the app's softphone functionality.  

To the person on the other end of the call,  

only the work number, not the personal cell 

number, would appear. 

Steven Knudsen, communications and devel-

opment coordinator for the Sonoma County 

Farm Bureau, said in a case study, " …our  

network has shifted from an operational burden 

to a platform for productivity so we can focus all 

of our attention on the issues that matter to our 

local agricultural community."

To understand the impact of mobile and 

cloud together, consider the very first public 

statement of new Microsoft CEO Satya Nadella. 

Back in February, Nadella said the closely 

watched software giant would adopt a "mobile 

first, cloud first" strategy going forward. Both 

mobile and cloud can be first, because they are 

deeply interconnected.p

A Benefits of Comcast Business VoiceEdge solution

http://www.youtube.com/watch%3Fv%3DMAGosF36x-8

