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The prevailing approach is costly, ineffective
and inadequate for large deployments. In
most cases the first time the operations
team are aware of a voice quality problem
Speech
Payload
is when they receive
a complaint.

This has resulted in demand for an
integrated solution to the “find-and-fix”
process in enterprise voice. The solution
must encompass a real-time view of
3.0
Streams
voice quality issues, based on the true
user quality of experience (QoE). The
2.0
approach must also tackle the complexity
0.00%
of voice, dealing with issues such as echo,
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delay, noise and incorrect speech levels
reduces barriers to deployment of
that commonly effect deployments. It
Microsoft Office Communicator, by
also has to deliver targeted analytics and
providing constant assurance of end-user
diagnostics, to get to the root cause of
experience, and reducing the costs of
problems in the quickest and most
managing
both Microsoft
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Interface
carrying
trafficand
for:
All streams
Chosen interface: eth1
efficient manner.
unified communications environments.
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11.94%

Unified communications
meets today’s
11.94%
business requirements for increased
productivity, flexibility and reduced costs.
Poor voice quality has been the single
largest barrier to the widespread adoption
of Voice
over IP technologies,
Speech
Payload
CQ but now new
technology is available to overcome this
barrier. Psytechnics Experience Manager
aggregates and analyses Quality of
Experience and Quality96.30%
of Service data from
communications networks and Microsoft®
Streams
Office Communicator 2007,
to provide
3.70%
monitoring, alerting, troubleshooting and
reporting for voice and video quality.

5
3

Video IP

108

3

16:34

10

0

CQ Delay

16:37

0

test_cromton

Active Alarms

Echo Return

IP Delay

16:36

6

28.0

113.0

16:35

7

Active Alarms

19

10.0

16:34

Time

-5

20

SJR

1

3
2
1

Psytechnics Experience Manager is the first
and preferred voice and video performance
management solution for Microsoft® Office
Communicator 2007.

The Complexities of
Enterprise Voice
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Alerts are provided when performance
reports can be generated on real-time
SLA metrics.
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94.53%
Experience Manager is based on, and
complies with, established3.0
ITU standards for
measurement
5.47% of VoIP and Video quality. Ips_BR
2.0
Lon_GW
Key
Features:
0.00%
Case Study
° Passive monitoring, alerting, trouble
shooting and reporting for VoIP an
Video in UC environments.

Lon_GW

Probe: cam_BR_probe_1...

No. of streams: 42

Ave MOS: 3.60

Min MOS: 1.00

° Experience Manager Network
Characterization module actively tests
network readiness in pre-deployment
and quiet time phases.

Psytechnics Experience Manager collects
The difference
phone call
Microsoft end-point a
measurement
data, via direct integration with the
Office to
Communications
2007
can make
our Server
business
QoE Monitoring Server. It also measures

Traditionally, operations and engineering
teams have had to apply an ad-hoc and
non-integrated approach to managing voice
quality issues. This has relied on expensive
and inflexible test equipment, that is
unable to provide a real-time view across

call quality at network mid-points, and
commercial and technical demarcation
points. As well as providing a management
tool for IT and network operations staff,
Experience Manager can also test network
readiness during the pre-deployment phase.

° Seamlessly integrates Microsoft Office
Communicator QoE information to give
visibility of end-to-end performance in
Microsoft and multi-vendor environments.

Minimum MOS

° Database, alarms and reporting
interfaces to established network
management systems, such as
Microsoft Operations Manager.

LQ

In terms of voice performance
management, Experience Manager
is better than any other solution
available. The fact that you can
resolve echo and noise ratio in
real time is pretty unique and very
important when keeping customers
satisfied with a predominantly
phone-based customer service
programme.
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Kev Sharratt, Principal Service Analyst
at Friends Provident

In the financial services industry, quality of
customer service can be more important to
revenue growth than product performance. In
a competitive market, the quality of customerfacing staff is critical in fostering customer
loyalty, and ultimately in driving revenue
growth. Factors such as the time it takes to
answer a call, whether the caller is put through
to the most appropriate agent and how easy
it is to navigate an automated system become
really important. A poor impression can mean
lost customers, unfavourable reputation and
ultimately a decline in revenue as consumers
take their custom elsewhere.

telephone; a good quality phone call is one of
the most important assets in delivering excellent
customer experience, time after time. Kev
Sharratt, Principal Service Analyst at Friends
Provident, explains how Friends Provident
worked to roll out IP telephones throughout
the company and more importantly how it
became invaluable to understand a customer’s
experience of a phone call.
“We’re a forward thinking company and
want to ensure that we offer customers and
colleagues the best possible telephone service.
In 2004 we began to look at alternatives to the
incumbent phone system being used in regional
Friends Provident IFA (independent financial
advisor) support offices. The existing system
was incredibly expensive to run; even moving
an employee’s extension number to a different
phone cost upwards of £10. We initially rolled
out an IPT system in our Croydon office, quickly
expanding the system to all our other regional
offices across the UK as an alternative to an
expensive and outdated phone system.

IP telephony, or VoIP as it is commonly
known, has become more commonplace in
large companies and call centres, replacing
regular fixed-line desk phones. This is primarily
because of cost; if a company already has
a network for data such as email traffic it
makes sense to use the same network for
telephone calls too. A recent Psytechnics survey,
commissioned by Vanson Bourne, questioned
over 100 IT managers in large UK companies.
The results showed that four in five financial
institutions that responded to the survey already
use IP telephony (IPT) in some capacity, either
across the company, or in call centres to interact
with customers.

Six-star success
Shortly after, in 2005, Friends Provident
became committed to revolutionising its
customer service programme to deliver
enhanced and unprecedented customer
experience. This became known as the Friends
Provident six-star customer service programme.
We already had an IP telephony system part
deployed and it made sense to expand this
solution company wide, to remaining branches
and our four head offices. We could then
offer our customers cutting-edge service via
a flexible, next-generation phone system.”

One such company is Friends Provident, the
FTSE 100 life and pensions company. The
company knew that an IPT infrastructure was
necessary to deliver a superior level of customer
service, slash telephone costs and connect
its regional UK offices. Friends Provident
takes customer service seriously. Customers
predominantly interact with the company via
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Friends Provident calls on Psytechnics to deliver an unprecedented
Interfaces
customer service offering.

Psytechnics is an industry leader and certified Microsoft technology alliance partner,
providing software solutions for the assessment and management of experience
quality for real-time video and audio. GIRVIN partnered with Psytechnics to develop
a brand strategy and market position by engaging their leadership in a BrandQuest®
workshop. GIRVIN orchestrated the workshop to rethink the brand and create a
new language, which translated to new trade show materials, a refreshed product
interface, and marketing plan.
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A web-based management
interface
Birm_GW
provides
0.00%an instant overview of all calls,
including Microsoft end-point data, and
Birm_GW
can be used to provide detailed drill-down
information for troubleshooting.
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With the addition of Enterprise Voice, Microsoft® Office Communicator
2007 gives users a full-feature softphone. Delivering enterprise class voice
71.43% modes and
76.12% for users as they switch communication
quality is essential
3.5
Streams
Streams
realise the full benefits of 3.5
unified communications.
28.57%
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