Choosing the Right Phone Vendor

to Guide Your Bank Through the VoIP Transition
By Brian Kiefer

A

s recent as a few years ago
choosing a phone system
for banking was a much
simpler process. You picked out
your equipment, you told the
installer how you wanted your
phones programed, ordered the
necessary phone services, and
moved on. The voice network
was completely segregated from the data network and
there was very limited, if any, interaction between the
phones and the core banking software.
With the inception of Voice over Internet Protocol
(VoIP), everything has changed. Now data, voice, video
surveillance, and numerous other technologies can share
the same network. While it may seem maintaining a
single network is the simple solution, actually running a
network that runs all systems effectively takes planning.
When moving from a private branch exchange (PBX),
telco speak for private telephone system, to a modern
communications platform your bank needs a partner
to guide you through the process. Banking customers
do not react well when they cannot communicate
with their bank, and even a minor outage can cause
customer service issues. An install gone bad also affects
bank employees. Employees who cannot communicate
effectively are less efficient and provide poor service to
customers.
Any VoIP solution should take into considerate four
stakeholder groups. First, the customer must be
considered. Normally a primary goal is to make it easier
for customers to communicate with their bank. Second,
the bank employees must benefit. A VoIP system should
enhance communications, making all employees more
efficient. Thirdly, the bank executives need to see a
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cost-effective solution. Executives should also benefit
from additional information garnered from a VoIP
communications platform. Finally, the IT department
needs a user-friendly solution which reduces the amount
of time needed for the department to maintain a phone
system. In the end everyone should benefit.
VoIP is available in three flavors-premise, cloud, and
hybrid. Premise is basically continuing your legacy PBX
but with modern features and functions. Premise may
mean less change; however, it is more expensive upfront and requires a comprehensive IT team for support.
Cloud removes most phone equipment from the bank.
Taking advantage of your existing networks a cloud
system reduces upfront costs and moves most of your
expense to Op-Ex. Cloud is quickly becoming the
preferred solution for many financial institutions.
A hybrid system combines the best of both premise and
cloud. If your bank is not ready to abandon the legacy
system there are solutions to VoIP-enable the older
equipment.
Choosing the right solution requires you to consider at
least 7 factors:
1. Is your network ready? Your IT team will be tasked
with providing a network capable of absorbing the
additional network traffic. Select a phone vendor who
can work alongside your IT team, preferably onsite. Your
network will be called upon to power the phones via
Power over Ethernet (PoE0, provide Quality of Service
(QoS) for the voice solution, and be capable of handling
the additional traffic. Phone calls typically use 100kb,
which in itself is not a significant tax on a network,
however, call volume does need evaluated to ensure
excess capacity is available.
2. Is your network secure? When your bank moves
from legacy phone lines to VoIP your phone services are
typically delivered via the internet. Your vendor should
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work with you to consider the security implications of
adding voice. In single branch situations a hearty firewall
may suffice, however, in multi-branch situations SDWAN and other more complex security solutions should
be discussed.
3. What services should the solution provide? Obviously,
voice is the number one consideration. Discuss how
you want calls answered, how calls should be routed
to departments and users, etc. Modern VoIP solutions
now offer additional methods of communications which
should be considered. Even if your bank is not ready
to implement new avenues of communication with
customers you should consider what you will need in
1, 3, and 5 years. VoIP solutions can now incorporate
texting, email, social media and more. Modern systems
route these communications to the same people
currently answering the phones. Forward thinking
financial institutions are expanding communication
options, which in turn reduces phone calls. Customer
satisfaction rises with these expanded options and many
of these new communication paths are being used to
gain competitive edge.
4. What, if any, integrations do you want with your
core software such as Jack Henry, Fiserve, etc.?
VoIP solutions can now integrate with your banking
software. Where caller ID was once considered cutting
edge, solutions can now pre-populate a screen with
select information. Many solutions can show the most
recent communications-including text, email, social
medial posts, etc. Deciding what information to make
available to the bank employee answering the phone is
an important decision. Even if your bank is not ready
to take the step towards integration today any solution
considered should have the capacity to integrate when
the time is right.
5. Compliance implications? Any new solution must
meet both Kari’s Law and Ray Baum Act requirements
for E911. Kari’s Law requires that any newly installed
solution allows access to 911 with no prefix and that a
notification is delivered whenever 911 is dialed. The Ray
Baum Act requires any newly installed phone systems
to pass through the location of the phone dialing 911.
New phone solutions can provide the 911 center with
specific locations including, but not limited to the
physical address, floor, quadrant of floor, office number,
etc. Financial institutions must also give consideration to
SOC2 and PCI compliance.
6. What is the timeline? The timeline will be determined
by existing phone agreements and contracts, the time
required to program the solution, and finally the time
required to deploy. The minimum timeline is normally 60

Great Lakes Banker • December 2021

days, with more complex installations taking up to six
months. Your vendor will provide a complete timeline
clearly outlining your bank’s responsibilities and the
vendor responsibilities.
7. What solution is the best fit? Using the above
outlined factors find a solution that best suits your bank’s
needs. Your vendor should be able to provide 24/7/365
support, send technicians onsite when needed, and be
available to discuss your changing needs. Be cautious of
solutions offering a 100% remote install-with no onsite
services. Your expertise is banking, not installing phone
systems, and any time wasted trying to do-it-yourself is
time away from your primary responsibilities.
Further consideration should also be given to how
a solution integrates with your current telebanking
or bank by phone system. Modern communication
solutions offer integrations with video banking and can
even extend services to your current mobile app.
The right telephone vendor will help your bank choose
the best solution. Find a vendor who will become a
consultant and partner during both before and after
the install. Your vendor should be willing to provide the
research necessary for your bank to make an informed
choice. A vendor should provide a complete analysis of
your current communications platform. This discovery
process should cover the equipment itself, how the
system is used, and what improvements are needed.
Improvements should be divided between must-have
features vs. nice-to-have feature. In the end you and
your vendor should have a list of features and functions
your new solution must have, a list of features that
would be nice to have but are not deal stoppers, and
there should be a clear understanding of what the bank
wants to accomplish with a new phone solution.
Financial institutions who have chosen to upgrade their
legacy phone systems to VoIP have recognized increased
employee efficiency, better customer satisfaction, more
consumer information, and a reduction in the amount of
time the IT department spends supporting phones. The
right telephone vendor will partner with your bank to
make the process smooth by providing the knowledge
and skills necessary for a successful project.
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