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How do you handle customer service?
Many VoIP providers outsource support to call centers that don’t use the company’s phone 
system. If issues arise, you want to speak with the company directly, with employees trained in 
the areas where you need assistance. Make sure to check support availability; ask if support is 
available 24/7/365, and if additional charges apply for support. Many VoIP providers outsource 
support to call centers that don’t use the company’s phone system. 

What features will I pay extra for?
Several features are part of a standard package while others have additional costs. Some 
popular features that often cost extra are Call Recording, Call Queues, Call Reporting, and 
Auto Attendants. If a feature is listed as an included feature, find out what happens if you need 
multiple instances of that feature. An example is multiple Auto Attendants. Make sure you trust 
your provider so you dont need to worry about the “fine print”.

Is your infrastructure geographically redundant?
Several providers only have one data center to provide service across multiple regions. Issues 
arise when events such as natural disasters or a system failure occur, and your phone are 
down until this is fixed. Providers with multiple data centers provide backup solutions with little 
to no down time. You need a provider whose infrastructure eliminates down time. Find out if 
the provider offers a Service Level Agreement, and if they have met up-time guarantees.

How do I make changes to the system?
Before you invest, ask for a demo of the user interface. Make sure it is easy for any in-house 
employee to use, not just your IT team. Several cloud systems have confusing portals and 
making quick, on-command changes is nearly impossible.
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