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VOIP case study
Case study of companies that have benefitted from implementing the VoIP to operate their businesses 
Midwestern Financial Services office is one of the companies that has been using the VOIP system to conduct its business operations and it has benefited from it. The company used to have a hard time during the busy tax return season and opted for the cost effective and long lasting solution which is the VOIP
Reasons for choosing VOIP over traditional telephones
At the Midwestern financial services, the old private Branch Exchange (PBR) was not capable of handling the customer inquiry calls during the busy tax return season. This let to them missing a lot of their customer’s calls and receiving a lot of complains from their customers and as a result, it led to the loss of revenue. The companies then tried different solutions before they settled on the VOIP.
How is the service setup and how has it impacted the operation of the organization?
The Tribox technology is used. It reduces the number of calls to be answered by the front office by 75% allowing other resources to be used by the organization. It divides the calls received into two, those received at night and those received at night. The calls handled at the front office has been reduced from 45hours to 1 hour. The reduction helps in the modification of the Internet Voice Response (IVR) to answer the most asked questions. The system enables employees to make direct calls to their fellow employees. VOIP require minimal use of hardware devices. This offers low cost of VOIP solutions requiring minimal maintenance system.
What were the cost to convert to VOIP system?
The cost was a little bit higher since the company needed to purchase the new phones and some of the software to be used during the installation. The cost of installing internet and buying several computers that needed to be used in the installation of the software Migration from the traditional phones was not easy and the cost was high and it also took the company many years to go through the process

For the organization research, when did this occur?
The change occurred during the time which the company was receiving many complains from their customers over their incapability to handle many calls during the busy tax return season. The normal volume of calls the company made per hour was around 150 but this changed during the tax return season where they made 200 calls per hour. The company had limited number of front desks that and many calls went unanswered. To find a solution, they opted to use the VOIP (Miller, 2002).
What were the advantage and disadvantage of the change?
Advantages
It reduces the overdependence on additional hardware components and provide additional flexibility to users.
Allows for video conferencing and instant messages
Reduces the telecommunication cost
Reduction of the from office calls by 75%
Provision of reliable information to the customers.
Disadvantages
The calls require internet as well as a sufficient bandwidth on both ends to receive a positive output.
Installation involved installation of different software which require different computers to run leading to high cost.
The system requires an internet to work smoothly.
What did VOIP provide to support their business operations?
The system provided a way in which the voicemail messages could be diverted to the e-mail for backup
The system reduces the overdependent on hardware devices to the company
The system has also reduced the number of hours used to handle office calls from 45 hours to one hour as well as reducing the number of calls received at the front office by 75%.
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