


“With user expectations raised by the popularity of 
HD everything,” says Research Now, “video conferencing 
or video chat without HD voice and HD video usually 
results in poor user experiences.”

Once again, a parallel can be drawn to VoIP. For 
years, IP telephony’s reputation for offering a low-qual-
ity user experience wrought by delay, echo and jitter 

severely limited business adoption. As quality improved, 
so did hosted IP telephony sales growth figures.

There’s a reason, after all, why hosted voice provid-
ers will sell a customer IP phones even when there are 
PCs sitting right next to them on the desk. “It’s because 
those Polycom phones are reliable and high quality and 
work great,” says Wharton.

Of course, prices for multimedia business 
phones still are substantially higher than IP voice 
desktop devices, even though prices points are be-
ginning to drop. The PC will remain the dominant 
desktop video device until media phone prices grow 
more in line with typical IP phones, from a $1,000 
investment down to a couple hundred dollars.

There’s certainly plenty of incentive for provid-
ers of video desktop endpoints and services. In the 
U.S. alone, 40 percent of business professionals 
indicated that their company will be deploying a 
video communications solution in the next 6 to 24 
months, according to figures from Research Now.

What’s more, business IT decision makers, says 
Hochmuth, “would likely consider service upgrades 
more seriously if offerings for carrier Ethernet, in-
cluding QoS, class of service, burstable data rate 
options and video-focused SLAs, were targeted spe-
cifically at this disruptive application need.”
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In which areas of your contact center do you plan to 
make a significant investment in the next 12 months? 
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Business VoIP Share of VoIP Service Revenue
Forecast to Grow Steadily Worldwide
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U.S. “Business” Prepaid Wireless Subscribers
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U.S. Wireless Market Data Revenues
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Business Professionals that Have Used 
Video Chat/Conferencing
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What concerns do you have about videoconferencing/ 
video chat?
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What do you dislike or have experienced 
the most in a video conference/chat?

35%

18%21%

26%

Video freezing

Video delay

Poor sound quality

Poor video quality

Source: Genesys

Satisfaction with Channel

156
545

1,151

2,306

4,236

6,591

7,556

8,384

in
 M

ill
io

n
s

Higher Same Lower

-40%

-20%

0%

20%

40%

60%

80%

P
h

o
n

e 
to

 li
ve

 a
g

en
t

V
o

ic
e 

se
lf

-s
er

vi
ce

W
eb

 s
el

f-
se

rv
ic

e

W
eb

 C
h

at

Em
ai

l

M
o

b
ile

 a
n

d
 S

M
S

P
ap

er
 m

ai
l

O
th

er

% positive % negative

Sa
ti

sf
ac

ti
o

n
 w

it
h

 In
d

u
st

ry

28  ChannelVision   |  July - August  2010

Largest US DID Coverage
5000+ Rate Centers
One Trunk Group
SIP, TDM

$695.00 MRC, Flat Fee Unlimited
Origination Per 24 Sessions 

BBCOMInfo@bbcom.com or 800-987-1111 x224


