
24  |  BROADBAND PROPERTIES |  www.broadbandproperties.com |  JUNE 2004

FEATURE ARTICLE 

JUNE 2004 |  www.broadbandproperties.com |  BROADBAND PROPERTIES |  25

VoIP: Managing The 
Business Evolution
By David Turnbull    Rocksteady Networks

Voice over IP (VoIP) is not a 
product, panacea, or free ride 
for anyone. However, it is one 

of the great communications evolu-
tions of our time. When you combine 
customer demand and expectation, the 
advantages of the IP infrastructure, the 
100-year-old telephone model, regula-
tory issues, technology and cost issues 
and, by the way, billions and billions 
of dollars, you are in for exciting and 
rewarding times. But only if you do it 
right.

Perception vs. Reality
Perceived freedom from ever-increas-

ing tariffs and higher-priced value added 
services is motivating many consumers 
to jump to VoIP, also known as digi-
tal phone. This same enthusiasm and 
desire for competitive rates and services 
is spreading quickly into the small to 
mid-sized business (SMB) community. 
The result: new commercial business 
service (CBS) revenue opportunities 
for MSOs and property owners alike. 
Consumer adoption signals acceptance 
of VoIP, and business is soon to follow. 

It is also clear that service reliability 
as a base requirement must compete 
with the plain old telephone service 
(POTS). Consumers incorrectly believe 
they get 100 percent uptime from their 
POTS; business customers demand it. 
By using a well crafted service level 
agreement (SLA), the feelings of uncer-

tainty and risk are reduced, and by 
offering a perceptually higher quality 
SLA at a nominal cost, the consumers 
gain confidence that they now have 
control over limiting their risks. 

Every consumer and business owner 
judges call quality in terms of perceived 
value vs. costs. To speed the oppor-
tunity to offer consumer VoIP, some 
providers have used congested public 
Internet based best effort services for 
delivery. On a few of these networks 
calls suffer from poor voice quality, 
echoes, and low reliability. Calls are 
frequently dropped, due to signal delay 
(latency), jitter, and/or improper circuit 
termination. These services do have a 
select public value, with quality about 
equivalent to the cell phone at a low 
price. However, they do not meet the 
business community’s quality expecta-
tions.  

Why VoIP and Why Now?
VoIP over broadband technology 

can now deliver business-quality voice 
at a competitive price to other analog 
and digital telephony methods. The 
underlying digital VoIP technology has 
long been used to carry bulk national 
and international long distance service, 

and to enable pre-paid phone cards. Its 
adoption is a major factor in driving 
down the price of wholesale long dis-
tance minutes by as much as 80 percent 
to less than 2 cents per minute, over 
the last five years. Indeed, VoIP creates 
great opportunity as the voice portion 
of broadband’s video, voice, and data 
triple-play, but in the commercial space 
it offers much more. 

For broadband network-based VoIP 
to emerge as it’s available, leading hard-
ware vendors of call management serv-
ers (CMS), cable modem termination 
systems (CMTS), and cable modems/
media terminal adapters (MTAs) had 
to meet PacketCable standards for 
VoIP interoperability and deliver func-
tional and quality products. Innovative 
software companies also had to respond 
with applications to manage policies, 
schedules, network, bandwidth, service 
quality, and VoIP-specific provisioning 
and operations. These capabilities are 
available today.

At the same time, MSOs are renovat-
ing and building out Metropolitan Area 
Network (MAN) segments using cost 
efficient, low latency, low loss, stable 
and reliable optical technology to sup-
port higher IP bandwidths at higher 
service levels. Most plan to strategically 
pass within striking distance of high-
bandwidth consuming business, posi-
tioning to capture the full spectrum 
of possible communications services 
commercial users need.

Consequently, the commercial 
landscape is changing for most MSOs 
as they squarely face their telecommu-
nication’s competition for a share of 

“Consumer adoption signals acceptance of VoIP, 
and business is soon to follow.”

“MTU property owners can tap into the managed 
service stream and its associated revenue by 
adding premise-based value-added network ser-
vice enablers, and the methods to measure their 
tenant’s usage.”
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their voice-data business. The business 
opportunity at stake is large, said to be 
growing from $1.4 billion in 2003 to 
over $9 billion in the next four years, 
with VoIP accounting for a healthy 
share.  

MSOs have quickly focused their 
commercial business service, targets 
and capabilities, leveraging their broad-
band technology. MSOs provide SMB, 
MTU, government, and healthcare 
customers IP access and email, trans-
port, static IP addresses, data backup 
and storage, and web hosting, etc., 
cafeteria style, while wholesaling IP 
services bundled with video through 
bulk agreements to MDUs. Transport, 
virtual private networks (VPNs), 
and SMB-class services are offered to 
enterprise customers to support remote 
office operations. 

Historically, in most markets, com-
petition by telecommunications service 
providers has been weighted in their 
favor, though their plant may not equal 

or better than the MSO’s service capa-
bilities. The LEC’s (local exchange car-
rier’s) primary incumbent advantage of 
bundling phone services with discount-
ed data and IP access has been difficult 
to beat. With broadband VoIP a reality, 
MSOs are now technically equipped to 
face and potentially dominate the com-
mercial business market. 

The MTU Opportunity
VoIP opens new revenue opportuni-

ties for the property manager, owner, 
and the service provider. The MSO can 
gain large new revenue by bundling 
voice and managed service opportuni-
ties to deliver tiered bandwidth, virtual 
private networks (VPNs), secure off-
site data storage and retrieval, hosting, 
and business-critical service level agree-
ments (SLAs), etc. The MSO can now 
compete for T-1 and greater bandwidth 
and service capabilities beyond previous 
transport-only offerings at highly com-
petitive rates. All of this is achievable as 

an overlay to the MSO’s existing plant, 
with the addition of VoIP or service 
management, intelligent network edge 
management, and enhancements to the 
operations service and support system 
(OSS) for customer tracking, provi-
sioning, service, support and billing.

MSOs can now manage the entire 
voice, fax and data needs of SMB ten-
ants within the MTU. Voice circuits 
can be quickly provisioned, dropped, 
and modified as needed, driven by 
business needs rather than long-term 
voice contracts, or difficult and expen-
sive wiring modifications and PBX 
upgrades. In addition, managed digital 
voice services offer much greater call 
capabilities than small legacy PBXs. For 
example, call following or forwarding, 
and rollover can be done on demand, 
even from remote locations. Cell phone 
paging on receipt of new messages, or 
voice mail to be stored with a copy sent 
to one’s PC, for retrieval after hours. 
Each is a valuable service to the grow-
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ing SMB market. 
Wireless or wired IP scanners and 

cash registers can easily link to remote 
servers to simplify asset management, 
and credit transactions can be more 
quickly handled by using secure broad-
band, rather than slow frame relay or 
switched circuits. The MSO’s ability to 
deliver dynamic bandwidth and tiered 
billing can directly impact the SMB’s 
profitability. Segmented and prioritized 
wireless access enables voice and data to 
reach temporary or unproductive MTU 
locations, such as dead space in build-
ings and malls, improving the average 
return on gross leased area (GLA).

Larger MTU tenants frequently 
require dedicated bandwidth during 
specified times of the day to send finan-
cial and transaction data to their HQ, 
warehouse, and suppliers. Their need 
for security, higher voice traffic, and 
dynamically available bursts of data are 
ideally served through a value-added 

managed service bundle. 
National chain’s existing analog 

PBXs can feed premise-based MTU-
owned or MSO-network based IP call 
managers, enabling multiple T-1 phone 
support over the MSO’s IP network. By 
using VoIP, the MSO can offer lower 
cost long distance service to frequently 
called HQs, fulfillment centers, and 
suppliers, while reducing overall MTU 
communications expenses. 

MTU property owners can tap into 
the managed service stream and its 
associated revenue by adding prem-
ise-based value-added network service 
enablers, and the methods to measure 
their tenant’s usage. For most build-
ing networks, this includes IP routing, 
VLAN switching, bandwidth manage-
ment, and prioritization capabilities to 
handle the total IP bandwidth forecast. 
In large geographically distributed 
MTU environments, the total costs 
to manage the MTU network can 

be reduced by managing the entire 
network from a single console and by 
deploying dynamically manageable 
devices across the network.

In new MTU construction or reno-
vation projects, Smart Building tech-
nology consisting of building manage-
ment software and associated hardware 
to manage the physical environment are 
tightly coupled and networked. Careful 
planning can reduce Smart deploy-
ment costs and accelerate the ROI by 
using enhanced intelligent bandwidth 
components to provide the building’s 
voice-data-video network and carry 
HVAC, lighting, security, and other 
environmental data. 

Smart Building tenant customers 
can be offered a wide range of managed 
communications services, increasing 
the value of doing business in a Smart 
building. Free wireless access to online 
directories, special offers, and customer-
specific interests and transactions can be 
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securely viewable via PDA, cell phones, 
and notebook PCs. MTU maintenance 
personnel, security services, and facil-
ity management have private secure 
access to their environmental controls, 
screens, cameras, sensors, and reporting 
and accounting utilities. 

Smart systems in trial today offer 
streaming media displays (plasma, pro-
jection, LCD, and music), including 
active advertising targeted to customers 
based on their location in the facility, 
and some customer-driven entertain-
ment and/or service and legal agree-
ments through interactive panels. All 
are focused on increasing the value of 
the customer’s experience in the MTU. 

In a Smart hospital, for example, 
doctors can securely review their 
patient’s records using a wireless tablet, 
leave voice messages for the patient, 
staff, and pharmacy, while patients pick 
up voice mail, order TV service and 
review video on their upcoming reha-
bilitation process. The patient can also 

voicemail their concerns to their busy 
practitioner. In the background, the 
network carries the patient’s vital signs 
to the duty nurse, and allows a remote 
consulting physician to quickly review 
their x-rays and MRI. It also facilitates 
communicating with their loved ones; 
receiving photos and get well voice 
messages.

The MDU Opportunity
VoIP adds new commercial business 

opportunities for MDU and campus 
IP access. For example, basic digital 
phone service can be bundled as part 
of a bulk access agreement for all resi-
dents. Then, by offering higher tiers, 
premium level voice and data services, 
and bundled long distance minutes, 
property management and the MSO 
can directly collect a larger portion of 
the property’s communications rev-
enues. MDU property management 
can be assigned as the tenant’s agency 
of record to manage customer accounts, 
or the MSO’s telesales, or an automated 
or semi-automated self-provisioning 
system can be used to add and change 
service plans. Well-defined abuse poli-
cies and SLAs are important in setting 
expectations and boundaries for service 
levels and pricing. 

Adding VoIP to bundled data and 
video for the MDU is both logisti-
cally challenging for the OSS, and for 
the network delivery side. The costs 
associated with frequent phone num-

ber adds, drops, and changes can be 
managed with automation to reduce 
OPEX. In areas with large student 
populations or heavy Internet users, 
worms, digital video sharing, music, 
and some games can affect voice traffic 
in congested non-segmented networks. 
Bandwidth segmentation and prioriti-
zation hardware or software applica-
tions can dynamically mange and limit 
IP outbound traffic to prevent CMTS 
flooding during peak usage periods. 

The MDU is also a prime market for 
additional value added services, such 
as security/fire alarm services, personal 
remote video surveillance, wireless, etc. 

The Environment: Foundation 
Technology and Public Policy

Fundamentally, the MSO has the 
elements needed to win the com-
munications race in the long run: the 
network, people, brand, and financial 
strength. The cable-HFC network is 
the right network. It is engineered 
and deployed with sufficient capacity 
to meet the entertainment and com-
munications needs of both consumers 
and businesses. It’s the right technology, 
built on sound standards, broadband 
band based, scalable to meet the needs 
of the individual business customer, 
and manageable. 

Through sound network design, 
quality hardware, software, and reli-
able best practices, every MSO can 
achieve and sustain optimal business 
quality. Clear, proactive messaging that 
announces that your service is designed 
to meet the needs of the business com-
munity can help differentiate and dis-
pel competitor’s claims of their superior 
quality. 

In many geographic areas, legal and 
regulatory issues remain as roadblocks 
to an even playing field for voice 
exchange to local circuits. Meeting all 
the competitive needs of MTU and 
MDU owners is soon to be resolved 
as the last hurdle to achieving the next 
level of commercial business services. 
Without removing these roadblocks, 
VoIP is more disruption, than evolu-
tion, and no one wins. 
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“…digital phone service can be bundled as part of 
a bulk access agreement for all residents.”

“Through sound network design, quality hard-
ware, software, and reliable best practices, 
every MSO can achieve and sustain optimal 
business quality.”


