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CUSTOMER  
BRIEF

Mindwave Research is a leading full-service market research firm focused on the IT market. For more information,  
please go to www.mindwaveresearch.com. 

Challenge
Mindwave Research needs to offer reliable, high-quality communications for an international roster of clients. When the 
management team decided to deploy a new telecommunications platform, they had four goals in mind: 

•	 Improve communications to their home-based workers 

•	 Provide better audio quality than they had with their older Nortel system

•	 Establish a platform that would be a good investment for the long term, allowing them to take advantage of voice-over-
Internet protocol (VoIP) capabilities for integrating telephony and computer software

•	 Eliminate the need for outsourced services

“We spent a lot of time with different VoIP vendors because, as a small company, we couldn’t afford to make a mistake,” 
explained Jason Snook, IT Director. “Our investment had to help improve the bottom line and enable us to incorporate new 
technologies. We didn’t want to limit ourselves coming out of the gate because in our business, communications are critical.”

An ROI analysis demonstrated the viability of having many of their employees work from home, with only a small number of 
employees at the office location. This would ultimately allow the firm to dramatically reduce real estate costs. However, it 
was essential that the home office solution meet strict criteria in order to be successful.

“We feel that both psychologically and business-wise it is important to help our home workers be as connected as possible. 
People should have the same handsets at home as in the office, and they should be able to work interchangeably at home 
or in the office simply by logging into a work station,” Snook commented. 

They realized that a Unified Communications approach, which enables anytime, anywhere accessibility through a variety 
of devices, would give them the most solid basis for a state-of-the-art communications system that could be expanded and 
developed over time. They felt a hybrid solution would be best for them, because they could utilize VoIP for their home 
workers, while maintaining both digital and analog equipment in the office for a period of time. Additionally, their solution 
needed to be one that was easily managed in-house, without extensive outside services. 

Solution
Mindwave Research chose to move in the direction of Unified Communications by establishing Avaya IP Office and Microsoft 
Office Communicator as their comprehensive applications solution. 

Avaya IP Office was an excellent fit to their requirements because it is a highly modular IP telephone system designed 
specifically for the needs of small and midsize businesses that want the latest advancements in converged 

voice and data technology. It supports IP and digital telephone operation, with large desktop display 
phones that offer sophisticated screen-driven feature access, and a private audio-conference bridge that 
enables employees to conduct meetings over the phone to collaborate, share information, and make 

decisions. It was particularly attractive to Mindwave Research because it would support well-
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equipped home offices with the same communications functionality as in the office. Home workers have a router that 
incorporates a virtual private network (VPN) along with a firewall. The Avaya IP phones plug directly into the router.

Mindwave worked with an Avaya Authorized BusinessPartner to establish the company’s new communication solution. 
According to Snook, the whole process went remarkably smoothly. “Once we made the decision for a ‘go’ with Avaya IP Office, 
we found that the installation was essentially pain-free. Small problems were solved quickly, and now we can perform almost 
all functions in-house. When we relocated our office recently, we found that the system is easy to move and easy to configure.”

Results
•	 Cost savings: Mindwave has successfully moved over 60% of its staff to home offices, and this enabled the company to 

move to smaller office facilities, reducing their real estate costs by 89% ($2,000 per month vs. $11,000). Additional 
savings are realized through in-house management of the system and reduced conferencing costs. 

•	 Flexibility to accommodate peaks and valleys in the business: Although the firm actually began moving people home during 
a time when their business was expanding, they have found it valuable to be free of huge real estate expenses that 
are difficult to manage during the “valley” times. They can concentrate on supporting staff with excellent benefits and 
technological improvements, rather than being burdened with high real estate costs. 

•	 Green benefits: The firm now has 13 of its 21 employees working at home most or all of the time. This translates to 
savings on fuel that would be required for commuting and reductions in auto emissions.

•	 User satisfaction and productivity: Office and home workers appreciate the superior audio quality and functionality of their 
handsets, voicemail, and conferencing capabilities, which enable them to work smarter and quicker. 

•	 Successful home office deployments: Company management has been pleased with the performance of those who work 
at home. Those who do “face down” work such as reporting have significantly increased productivity, while those 
who manage project teams from home have maintained a level of productivity similar to what they had in the office. 
Monitoring capabilities are “built into” the Avaya solution, but because of their efforts to help home workers be well 
integrated, management does not have to use extensive monitoring to maintain productivity. 

•	 Ease of management and scalability: With the intuitive IPO management, Mindwave’s IT team can perform almost all 
changes and additions to the system in-house, with minimal service calls. They have developed an effective mode of 
home office deployment by standardizing the equipment and firewalls that are provided at each location. They feel they 
are well positioned to add new technologies as they become available.

Applications and Services

•	 Avaya IP Office 500

•	 Avaya IP Office VoiceMail Pro

•	 Avaya 5410 Digital Phones

•	 Avaya 5420 Digital Phone

•	 Avaya 5621 IP Phones 

•	 Polycom Soundstation

All statements in this Case Study were made by Jason Snook, IT Director, Mindwave Research

Avaya IP Office is the right solution for us on many levels. Most importantly, 

it enables an extremely effective home office solution that we’ve deployed 

for 13 out of our 21 employees. The cost savings are outstanding, allowing 

us to reduce real estate expenses dramatically, achieve flexibility to meet 

the hills and valleys that occur in any service business, and invest in people 

and technology rather than high costs for office space. We’ve improved 

our audio quality and conferencing capabilities, and we’ve seen some real 

increases in productivity.

- Jason Snook, IT Director, Mindwave Research 

“

For more information on how Avaya Intelligent Communications can take your enterprise from where it is to where it needs to 
be, contact your Avaya Client Executive or Authorized Avaya BusinessPartner, or visit “Do Your Research” at www.avaya.com.

http://www.avaya.com
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