
Business communication technologies are advancing at 
record speed and have paved the way for increased consumer 
interactions. While organizations are rushing to adopt 
omnichannel communications to achieve digital transformation, 
the phone remains the preferred customer service channel  
for consumers. 
Communicating by voice is faster, easier, and more effective than typing messages back and 
forth. For businesses looking to increase agility, their phone system is a powerful and frequently 
leveraged tool. Voice Over Internet Protocol (VoIP), compared to Analog systems, has emerged 
as the phone solution of choice for American businesses. It provides organizations of all sizes 
with a professional-grade phone system and advanced features that historically were only 
accessible to enterprise class companies.

It is important to know what to look for when selecting a cloud-based VoIP solution and 
provider. This guide will help you ask the right questions, evaluate your options, and ensure  
you take into account the most frequently overlooked considerations when choosing a service. 

Paving the way for a new generation of employees
Employees are no longer confined to the four walls of an office. Nowadays, Employees expect 
the flexibility to work and do business anywhere at any time and require access to the same 
communications features they would traditionally have in an office. A unified communication 
experience is something all businesses need to consider to eliminate geographical and 
technological barriers and keep mobile and remote workers, frequent business travellers,  
and virtual teams connected.

Achieving Digital Transformation
Companies who once invested in on-premise PBX systems are now looking for more cost-
effective options. Many traditional on-premise PBX systems are nearing or past their End of 
Life (EOL) and are no longer being supported by their vendors. Organizations are looking for 
replacement solutions that will scale without having to bear the maintenance burden and 
restriction of ‘in the box’ functionality or ‘on the wall’ solutions.

Cloud-based phone solutions adapt to changing business needs, reduce maintenance costs,  
and provide closer integration with organizational systems. As a result, organizations are shifting 
their own investments from in-house, on- premise solutions to more cost-effective  
cloud technologies.

This guide will
• Outline the essential  

features of a business  
phone solution 

• Arm you with the right 
questions to ask when 
evaluating vendors 

• Provide you with insight on 
service levels you are entitled 
to as a customer
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Coverage

If your phone number has been used for a significant length of time or has been heavily 
promoted for your business, porting your existing number(s) is imperative to have a seamless 
transition to a new VoIP system. If a provider doesn’t offer coverage of your area, you may not 
be able to use their service.

A surprising number of cloud-based VoIP providers can only serve a restricted local area, so 
coverage and serviceability should be the first question to ask. Ensure all of your field offices, 
remote workers, and virtual teams have coverage and that the provider will be able to support 
your business growth plans to expand to new target locations. 

net2phone Canada offers extensive service coverage and phone number availability in over 
1,600 Canadian locations from coast to coast. Keep your existing number(s) or request new 
number(s) for existing and new locations.

Lines or Seats

This historical practice dates back to the former telecom days when a phone company would 
count on a business installing and paying for more lines than required. Telecommunications 
companies took advantage of an organization’s fear that a customer may receive a busy signal 
when calling in and, as a result, would then take their business elsewhere. 

The outdated practice of charging organizations on a per-line basis has been rendered obsolete 
by VoIP technologies. However, many providers still use per-line billing as a revenue generating 
opportunity, even though there are no longer any physical line limitations with business phone 
solutions. One of the main advantages of cloud-based communications solutions is their ease of 
scalability. You no longer have to commit to a certain number of lines as your VoIP provider can 
automatically adjust your solution to adhere to your availability.
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Will my business be locked in? What are the benefits?

To do
Ask about the contract term, details, limitations, and of course, the perks.

How much do you have to pay?

To do
Determine if the provider is still charging for “lines” in the “old school” business 
model 
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Features

Business & Operational
Before you begin your search for a business phone system, identify exactly what you hope the 
new system will help your business accomplish regarding branding, operations, efficiency, and 
user experience. For example, you might need multiple call queues for sales and customer 
support teams, or a toll-free number so your clients don’t have to pay for a long distance call. 
You may also need to analyze and report on call data or record calls to verify and improve 
customer service levels. From an administration perspective, the IT department may need a 
web-based admin portal to manage any changes or updates to the system.    
 

• Local phone numbers
• Toll-free numbers
• Real time analytics & dashboards
• Video conferencing
• Online admin console

• Mobile app
• SMS/MMS messaging
• International calling 
• Web-based calling
• Number porting 

Call Control Features
Consider the types of call control functionality that will be or are currently being used most 
frequently at your organization. Features like caller ID, call forwarding, hold, and call transfer 
are only a few of the standard features available on the market today. It’s time to start taking 
telecommunications a step further with features that will help organizations scale more 
efficiently while providing the best possible experience to callers. Advanced features such as 
time of day answering rules, social caller ID, visual call waiting, web-based attendant consoles, 
and voicemail to email enable companies to provide the highest level of service and the 
flexibility to be connected and conduct business from wherever staff are located. 

• Ring groups
• Welcome messages
• Voicemail
• Call blocking
• Company directory
• On hold options

• Call recording
• Call park/call retrieve
• Three-way calling
• Blind or attended call transfers
• Call conferencing
• Voicemail to email transcriptions

Cloud-based voice technology has been around since the 90s. It’s time to get on board! With 
over 40+ advanced features to choose from, your organization can provide your callers with the 
professional and interactive experience that they have come to expect.

Do the features meet my business requirements?

To do
Separate your must have features into 3 categories: business & operations, call 
control, and integrations 
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Integrations 
Every business phone system should provide value beyond core and advanced business 
features. Data collected from call activity is extremely valuable when shared with other business 
systems, turning call activity into actionable insights. Whether you are looking to capture call 
activity from sales and support teams in a CRM or use call recordings for training and mentoring 
purposes, your cloud-based phone system should offer a variety of integrations with other 
business systems. In some cases, organizations may wish to build their own integrations into 
proprietary systems or off-the-shelf solutions. To ensure this capability is available, the service 
provider must have a supported open API for clients to extend and add value to their business 
phone solution. 

Contract

Business phone service contracts can be a double-edged sword. On one hand, they can ensure 
that you and your business are receiving all of the promised features from your provider at 
the best possible price. However, they can also be used to chain your services to a particular 
price point, service level, hardware, and provider for a period of time, usually years. These 
contracts may be too rigid for a company who anticipates scaling or foresees any changes to 
their business phone requirements during the term of the agreement. Even if the provider uses 
language that avoids the term “contract”, ensure these questions still get answered in full: 

• Will I have to renegotiate our contract every 
time our business expands? 

• If we need to reduce our commitment, will 
we be locked into the original deal until it 
expires?

• What happens as my business changes? For 
example, what if I open a new office location 
or start having my employees work from 
home?

• If I want to take my business elsewhere, are 
there any cancellation fees?

• What is involved in transferring my business 
numbers to another provider? 

Will my business be locked in? What are the benefits?

To do
Ask about the contract term, details, limitations, and of course, the perks. 



Guarantees and Service Level Agreements (SLAs)

Seriously, will the service provider refund your money if you are not satisfied for whatever 
reason? Find out how the provider handles cancelled services. If after a few weeks you 
determine that the service is not suitable for your business, will the service provider refund  
your investment in the services and business phones you purchased? If not, you may wish to  
ask them why they don’t stand behind their products and services with this type of guarantee. 
It may be indicative of potential service problems or a “get the deal and dash” approach to 
customer acquisition. 

A service level agreement (SLA) is a promise by a business phone provider to provide a certain 
level of quality and performance, and agree to specific penalties if the SLA is not upheld. 

Ask whether your prospective cloud-based business phone provider has an SLA, and if so, ask  
to see the SLA commitments in writing. The SLA should be easy to read and understand, and 
be included as part of your contract with the provider. 

Support

Support and customer success should be paramount for any company, and should be available 
and accessible to your team throughout the length of your contract. Think of these questions 
when evaluating providers for technical support: 

• Do I have to pay an additional cost to receive 
support?

• Where is the support based? Can they 
communicate effectively with my team?

• Is support available in both official 
languages?

• What level of training does the support team 
have? Do they have hands-on knowledge 
of the phone system, deployment, network 
architecture, and troubleshooting?

• How does the support team handle issues 
involving 3rd party technologies?

• Is there a way to get assistance outside of 
standard business hours for mission critical 
issues? Does this service cost extra?

• How long does it take to get in touch with a 
knowledgeable support agent?

• Is there a tiered level of support? Are all sizes 
of customer provided with the same access 
to the best customer care? 

All net2phone Canada clients have access to our Canadian-based help desk staffed by fully 
bilingual expert technicians. For missing critical issues, there is 24/7 emergency on-call support. 
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Is there a service level guarantee?

To do
Ask the provider if they offer refunds and about their commitment to their SLAs. 

What level of support is included?

To do
Ask providers about technical support and how customer success is measured. 



Clients

Happy customers want to tell others of their experience, so being provided with customer case 
studies and references means that a service provider has happy and successful customers. Even 
more important is if the service provider has a track record of successful customers in your 
industry or geographical location. Follow the steps below to determine if your organization will 
be supported by the service providers you’re evaluating. 

• Ask who the provider’s “perfect fit”  
customer is   

• Evaluate whether your company fits that 
customer profile, or whether your business’ 
profile is more in the vendor’s peripheral 
vision

• Are there any case studies or customer 
testimonials you can access?

• Are there any reference customers with a 
business similar to yours that can speak to 
you about their experience with the service 
provider?

• Does the vendor have any expertise in your 
industry or with your particular use case? 

• Ask about their level of customer churn. This 
will indicate how many clients choose to 
forego their services.

Longevity

Not all VoIP offerings are created equal. Service providers need to make ongoing and significant 
investments in their network, hardware, systems, software, support, and industry partnerships 
to maintain a high-quality business phone service. When looking for a business phone provider, 
it is important to look for a company that has longevity, a commitment to the business they are 
in, and in-depth industry experience to ensure your organization receives the best business 
phone service and customer support. Always ask a potential provider how long they have 
been in business for and about the types of investments they make in their systems to make 
sure it is of the calibre required to support the demands of a robust business communications 
solution. Be wary of pop-up VoIP shops or companies who simply offer an add-on VoIP service 
that doesn’t have a stable team, required service levels, or enterprise- grade infrastructure to 
support it. 

Pop-up VoIP shops are the latest addition to the business phone mix. They tend to appear and 
disappear again quickly, lacking the technical and business resources required to support your 
company. Make sure your chosen provider has a solid track record and vision for the future. 
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What is the provider’s customer satisfaction record?

To do
Find out the size of the provider’s customer base and the level of customer churn. 

How long has the provider been in business?

To do
Research how long the service providers you are considering have been in 
business 



Focus

Business VoIP is sometimes an attractive add-on for companies who offer a myriad of other 
services. Is the provider focused on providing business services, or are they split between 
residential and enterprise offerings? If the provider does focus on business offerings, do they 
have the expertise to deliver and support a business VoIP solution or do they have so many 
“things for sale” that your organization will carry the burden of inflated overhead costs and  
non-dedicated support?

At net2phone Canada we focus solely on providing VoIP services for businesses in Canada.  
It’s what we do best, and we’ve been doing it since 2003.

Transparency

Traditionally, the telecommunications industry has been notorious for engaging in unscrupulous 
practices in everything from pricing structure, cancellation or change in service costs, additional 
fees, and their own network availability and uptime. Signing on with a new vendor is a chance 
to break away from this practice. Is the pricing clear and straightforward or are there additional 
fees? Check for “surprises” between your quoted price (verbal or in print) and your contract 
price. Are there differences, and if so, can the provider explain the reasoning behind them? Ask 
your potential provider how they report and notify their customers with regards to network 
issues that may affect your business. Your service provider should be able to outline for you a 
strict contingency plan in the event of an unforeseen outage that ensures your organization is 
equipped to continue operating with minimal disruptions. 
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What is the provider’s main business purpose?

To do
Research how focused the service provider is on business communications. 

How much critical information does the provider share with  
your business?

To do
Find out hidden fees, uptime reporting and alerts, and provider/customer 
communication channels if something goes wrong.
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Quality of Service

Quality of Service (QoS) refers to the ability to provide a different priority to certain internet-
based applications, users, or types of data to assure a desired level of performance. Ensure 
that your business phone service provider has a QoS strategy in place, meaning your business 
operations are never affected and that you always receive HD voice technology. 

Simple network configuration updates or adding a specialized router capable of VoIP traffic 
shaping may dramatically increase the call quality on your network.

For more information about net2phone Canada
visit net2phone.ca or call 1-844-815-6759.

How will the quality of service be addressed by the provider?

To do
Ask about what measures the provider has in place to ensure you can rely  
on their service. 

Experience the net2phone Canada difference   
net2phone Canada is a cloud-based business phone service provider, helping 
Canadian organizations drive business performance through powerful 
telephony tools. 

Through every feature we develop, business we serve, and employee we hire, 
we work towards our vision of being recognized as the top business phone 
solution provider in Canada by providing a uniquely reliable technology and 
service experience.
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