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Background and Company Performance
Industry Challenges
Businesses are undergoing profound transformation as they adopt advanced information
technologies (IT) and innovative communications and collaboration solutions to improve
worker productivity, business agility, and overall competitive positioning. Each company
and industry faces different challenges; yet most businesses are affected by certain
global, sustainable trends, such as: the move to cloud solutions; the rise of the Internet of
Things

(IoT);

growing

employee

mobility

needs;

the

emergence

of

the

virtual

organization; and the increasing role of digital natives in decision-making. Frost & Sullivan
notes that these identified mega trends are affecting business technology requirements
and increasing the pressure on companies to embrace a digital future.
Digital transformation is a strong necessity, but can be disruptive without a tight
alignment of technology, people, and processes. Businesses must adjust their internal
processes and company culture as their technology infrastructure evolves. To address
evolving market challenges, businesses must also embrace newer technology consumption
models and engage with trusted technology providers.
A key element of digital transformation is the move to cloud Internet protocol (IP)
telephony and unified communications as a service (UCaaS). Frost & Sullivan points out
that business adopting cloud communications solutions seek innovative providers with
robust portfolios, reliable technologies, and solid financial performance. Forward -thinking
organizations also look for partners with a keen focus on mega trends and a powerful
technology vision aligned with evolving business requirements.
Frost & Sullivan tracks the numerous established and emerging providers that have
launched cloud communications solutions to address growing customer demand for more
flexible technology consumption models. Most providers bundle multiple communications
and collaboration tools in their service offerings. However, few providers offer the variety
of options to address diverse customer needs. Cloud communications solutions are
frequently designed for a specific customer audience — either cost-conscious small
businesses or demanding large enterprises. Similarly, service providers deliver their
solutions either over the top (i.e., over public broadband connections) or over private lines
and/or multi-label protocol switching (MPLS) networks - but few offer both options. In
addition, most cloud communications solutions rarely allow significant customization and
custom integration with third-party software.
As the industry becomes increasingly competitive with the continued influx of disruptive
solutions, accelerated technology development among existing providers, and everexpanding customer requirements, Frost & Sullivan believes that it is quite imperative for
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market participants to demonstrate relentless commitment to innovation, agility and
adaptability, and financial discipline to sustain profitable growth. An effective product line
strategy is also a critical factor for success in this rapidly evolving market. Such a strategy
includes not only features and capabilities delivered by the provider or its partners, but
also the ability to develop custom applications and integrate with third-party software
through open application programming interfaces (APIs), software development kits
(SDKs), and platform as a service (PaaS) environments. Around two decades ago, the
industry started shifting from monolithic, hardware-based solutions to open, standardsbased software solutions. Today, the communications industry is experiencing a new shift
towards more flexible and customizable API-based solutions capitalizing on best-of-breed
technologies by multiple vendors.
The true product line strategy leader is keenly aware of diverse customer technology
requirements and business cases. Such a provider has assembled a services portfolio that
offers a selection of simple, inexpensive solutions as well as more comprehensive, feature rich solutions. It also provides multiple deployment and support options. Even more
important, this innovative provider enables custom integrations through open APIs and
communications platform-as-a-service (cPaaS) offerings that help address unique use
cases (where most shrink-wrapped UCaaS solutions are not a good fit). A combination of
UCaaS

and

cPaaS

capabilities

enables

this

provider

to

capture

broader

growth

opportunities and deliver more wide-ranging benefits to business customers.

Product Line Strength and Customer Impact
Vonage’s three-year journey into the business cloud communications market is a
remarkable success. Today, it offers a broad portfolio of hosted IP telephony and UCaaS
solutions tailored to meet diverse business needs. In 2016, Vonage expanded its reach
into the cPaaS space, which will provide additional value to customers and boost its
overall competitive position.

Frost & Sullivan ongoing analysis suggests that Vonage’s

success can be attributed to the following key factors: breadth and scalability of product
line, technology leverage, price/performance value, and excellent customer purchase and
ownership experiences.
Breadth
Through a series of synergistic acquisitions over the past three years, Vonage has
assembled a comprehensive line of cloud communications solutions catering to continually
evolving customer needs. Vonage hosted IP telephony and UCaaS services are designed to
accommodate all business segments and types of users. Vonage Essentials is designed
specifically to address small and medium-size businesses. Vonage Premier appeals
primarily to larger, distributed enterprises s. Both solutions are comprised of impressive
telephony and UC feature sets and support integration with multiple third-party
applications.
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The

company’s

flagship

Vonage

Essentials

and

Vonage

Premier

offerings

are

complemented by cloud contact center, hosted instant messaging (IM) and presence,
email and team spaces, infrastructure as a service (IaaS), virtual desktop solutions, as
well

as

by

differentiated

API

and

communications

platform-as-a-service

(cPaaS)

capabilities that significantly expand Vonage’s total addressable market.
Three contact center solutions are associated with Vonage Premier services: the full suite
of contact center solutions supported by the BroadSoft platform, as well a s additional
advanced contact center solutions through strategic partnerships (with integrated NNIs)
with InContact and LiveOps. Vonage has direct peering relationships with both partners
over their secure MPLS network. Vonage contact center can provide value to businesses
both as a standalone service or integrated with Vonage Premier hosted private branch
exchange (PBX).
The Vonage Premier portfolio also includes VideoConnect: a video bridging, web
collaboration, and virtual desktop application. Vonage has recently updated VideoConnect
with an improved mobile client, higher performance over variable speed connections
(wireless) due to improved scalable video coding (SVC) capabilities, and increased
interoperability, particularly with room systems.
Vonage offers hosted Lync/Skype for Business either as a standalone solution or as a
complement to its hosted PBX. It provides several options for Lync integration including
basic session initiation protocol (SIP) trunking, SIP trunking with hosted PBX features, a nd
a fully managed hosted Lync integrated with Vonage’s hosted PBX.

Frost & Sullivan

appreciates the fact that Vonage also stands out among other providers in its ability to
deliver hosted email and team space solutions using Microsoft Exchange and SharePoint,
either standalone or bundled with hosted PBX and UCaaS services.
The Vonage solutions portfolio also includes the gUnify platform, which greatly enhances
the provider’s integrations with third-party applications. Specifically, gUnify is a cloudbased system that facilitates hosted PBX service integration with GoogleApps, Salesforce,
Clio, Zendesk, etc. and thus enables customers to manage their calls, conferences, and
presence from within Google productivity applications.
In 2016, Vonage acquired Nexmo, the world’s second largest cPaaS provider, which
rounds out Vonage’s portfolio with complementary cPaaS capabilities, more specifically
with strong messaging APIs. Nexmo also offers APIs that enable two-way voice, and
recently launched its next-generation voice API. The Nexmo Voice API enables developers
to build modern enterprise communications customized for any app, website or voice based communications solution faster and easier than its previous APIs. The Nexmo voice
API also enables integrations with existing business workflow software to drive enhanced
productivity. This next-gen voice API allows companies to create communications solutions
that can increase customer engagement and enhance the customer experience with just a
few lines of code.
© Frost & Sullivan 2016
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Nexmo also offers a phone verification API, and a chat app API that enables businesses to
communicate with consumers through chat apps (such as Facebook Messenger).
Nexmo enhances Vonage’s UCaaS offering by incorporating messaging and web/app -based
voice to address businesses’ rapidly increasing mobile, social media and contextual
communications needs. For example, Vonage’s Nexmo API platform helps the world’s
largest e-commerce platform to provide in-app messaging communications to end users
and enable a leading global airline to connect its CRM software to chat apps and manage
the

customer

experience.

These

capabilities

are

changing

the

way

businesses

communicate with their customers.
Vonage’s broad cloud applications portfolio is also greatly complemented by SIP trunking
services. SIP trunking services help Vonage better serve customers with hybrid
environments as well as provide a cloud migration path to those not ready to make the
switch to cloud right away.
Overall, this provider offers a true one-stop shop for most businesses looking to outsource
their communications and collaboration capabilities from a trusted partner.
Scalability
While Vonage hosted IP telephony and UCaaS solutions have broad horizontal applications
and appeal to businesses of varying size and industry, its cPaaS solutions target more
specific use cases.
Vonage’s cloud phone system and UCC apps are conveniently pre-packaged and typically
sold to the entire customer organization. They enable businesses to migrate their
communications capabilities to the cloud either all at once, or in phases. Similarly, these
services allow businesses to more cost-effectively set up new business sites or remote
users. Overall, Vonage’s solutions represent a great fit for small businesses with limited IT
staff; highly dispersed organizations; new businesses with greenfield communications
implementations; organizations favoring OPEX over CAPEX in technology purchases and
consumption; as well as businesses anticipating fluctuations (growth or downsizing) i n call
volume and number of users. An extensive UCaaS feature set with two distinct service
offerings and several tiered service bundles enable Vonage to address diverse customer
needs.
Vonage Essentials is a great fit for small businesses, generally with 50 employees or less.
As its name suggests, it bundles the essential features that such businesses require to
effectively communicate and collaborate. As a plug-and-play solution, it makes it simple
for businesses to quickly and intuitively access their communications capabilities.
Delivered over public broadband connections Vonage Essentials allows businesses the
flexibility to select an Internet provider based on availability, price, trust or other criteria.
Existing Vonage small office/home office (SOHO) customers, individual entrepreneurs, and
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businesses with 50 employees or less can gain access to more business features and
capabilities by switching to Vonage Essentials.
Vonage Premier is best suited for the comprehensive and diverse needs of medium -size
and large enterprises s. Available in three different packages, it allows businesses to
choose the right features at the right price for their specific user needs. Vonage Premier
can be deployed over MPLS as well as over public broadband. The availability of an MPLS
option ensures that Vonage can meet stringent customer voice service quality, security
and reliability requirements.
Vonage Hosted PBX/UCaaS with an integrated contact center provides a one-stop shop to
businesses looking to outsource both enterprise communications and customer care.
Similarly, Vonage offers additional services, such as hosted email, team spaces,
infrastructure as a service (IaaS), VDI, SIP trunking and MPLS to businesses looking to
purchase multiple solutions from a single provider.
Frost & Sullivan appreciates how Vonage addresses very specific customer needs through
open APIs and flexible integrations with other cloud and premises-based applications such
as Salesforce; ACT!; Microsoft Dynamics, Lync/Skype for Business and Outlook; Sage;
SugarCRM; and Zendesk. Vonage also enables custom integration with the JobDiva SaaS
platform, a hosted ERP solution for the staffing and recruitment industry. It has also
developed a customized application that integrates with user call events and their profiles,
whereby user statuses show whether the person is on the phone or away. This function is
integrated with a user’s buddy list and can receive regular status updates.
Another example of a more sophisticated integration is Vonage’s custom application
displaying call center data/statistics in a wallboard–style user interface. This modular
wallboard interface organizes, groups, and displays real-time and interval-reported
statistics from Vonage, such as call center and agent statistics. Extensive integration
capabilities

enable

Vonage

to

more

effectively

support

best-of-breed

technology

environments.
cPaaS solutions are more uniquely positioned to enable highly customized communications
solutions. Unlike advanced UC apps designed to enhance internal collaboration, cPaaS
services typically enhance external interactions enabling businesses to more effectively
communicate with customers, partners and other third parties. Also, unlike pre-packaged
cloud phone system and UCaaS apps, cPaaS services allow businesses and third-party
developers to create very specific application integrations or increasingly embed
communications within other software applications. Such use cases typically include the
integration

of

communications

tools

into

various

business

and

customer-facing

applications for greater impact on critical business processes.
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cPaaS allows businesses to realize the ultimate benefits of cloud and SaaS technologies
with respect to highly dynamic services set-up and tear-down for temporary users or
short-term

usage

scenarios.

cPaaS

solutions

can

be

very

effective

in

providing

communications capabilities for political or marketing campaigns, temporary project teams
and other similar use cases.
Increasing demand for communications within business apps and workflows is being
driven by the needs of new-economy companies such as Uber, Alibaba and Snapchat, and
traditional, albeit agile, enterprises like KLM Airlines and Daimler, each of which use
Vonage’s Nexmo API platform.
Vonage SIP trunking services can provide value in hybrid premises-based and cloud
architectures within distributed organizations. Vonage customers looking to preserve some
premises-based communications investments can use Vonage SIP trunking as a more
cost-effective access solution as well as to integrate dial plans and enable extension
dialing across premises-based telephony and UCaaS users.
Overall, Vonage’s solutions portfolio serves a broad spectrum of communications and
collaboration use cases, which creates considerable scalability and a larger addressable
market than that of most other cloud communications providers.
Technology Leverage
Vonage Essentials is based on a proprietary VXML-based platform, which Vonage acquired
with Vocalocity in 2013. Platform ownership allows the provider to innovate more freely
and quickly respond to evolving customer needs. It enables Vonage to retain full control
over feature development

and

enhancements, rather than

relying

on third-party

innovation cycles. In-house development also enables more economical scalability.
Vonage Premier is based on BroadSoft’s industry-leading BroadWorks platform. Launched
in 2009 and continually enhanced, BroadWorks offers one of the most robust feature sets
among third-party hosted IP telephony and UCaaS platforms. Trusted by more than 700
providers around the world, BroadWorks is also highly reliable and scalable and effectively
supports a broad customer spectrum from small to very large businesses.
gUnify and Nexmo platforms provide Vonage with highly differentiated capabilities that
few cloud communications providers possess today. gUnify enables Vonage to integrate
both Vonage Essentials and Vonage Premier with multiple third-party solutions to help
improve customer business processes and create operational efficiencies. Nexmo powers
Vonage’s entry into the emerging cPaaS market, where competition is still limited. It gives
Vonage a head start into an untapped space where multiple growth opportunities exist.
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As the pace of technology development accelerates and the cost of innovation rises,
advanced technology ownership becomes a key competitive advantage. Smart technology
acquisitions have equipped Vonage with a time-to-market advantage and propelled it to a
leading position in its core markets as well as several adjacent markets. Going forward,
Vonage is well positioned to leverage technology for faster growth and market share gain.
Price/Performance Value
Vonage hosted IP telephony and UCaaS service bundles deliver compelling functionality at
highly competitive price points. Vonage tiered service packages include varying feature
sets at list prices ranging from $14.99 (for metered calling plans) to $49.99 per user per
month (for unlimited local and long-distance calling). Businesses can choose service
options based on specific user needs and pay only for the features that they actually need.
Vonage Essentials includes a pre-packaged set of 40 features with more capabilities
available as add-ons at an incremental charge. The core service bundles include full PBX
functionality and key business telephony features such as number porting; call park, hold
and forward; extension dialing; music on hold; as well as admin and user portals. They
also include

Microsoft

Outlook integration;

voicemail;

voicemail

to

email;

virtual

receptionist; simultaneous ring on multiple devices; a mobile app; and much more.
Additional capabilities available at an extra charge include call recording, voicemail
transcription, conference bridge, call queue, call monitoring, and others.
Vonage Essentials features a desktop plug-in that integrates with popular third-party apps
such as Salesforce and other CRM solutions. It is addressing growing customer demands
to support mobile users through mobile apps for iOS and Android devices. The Essentials
MobileConnect application lets users make and receive calls and text messages from the
app using the Vonage phone number. The Vonage Essentials MobileConnect app was
recently upgraded with the launch of iOS 10. Vonage is among the first cloud
communications providers to take advantage of the new iOS 10 CallKit capabilities,
allowing VoIP apps to work just like a native call.
In addition, Vonage’s integration with Apple’s Siri provides Vonage business customers
with a convenient, hands-free way to access the Vonage app to make business calls. The
customer simply gives Siri a voice command that initiates a phone call from the app to
any contact.
Key elements of Vonage Premier include:


cloud communications services (hosted PBX, mobile device integration, hosted call
recording and an online fax service)



conferencing and collaboration portfolio (audio, web and video conferencing)
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Vonage Premier can be deployed with desktop phones, soft clients, mobile clients or any
combination of these communications endpoints. The Vonage Premier mobile client, called
MobileConnect, can be used on WiFi, 3G or LTE networks, enabling users to make and
receive calls routed through the hosted PBX, share presence status and participate in
audio and video conference calls. Mobile and remote users can also leverage simultaneous
ring, which routes calls made to users’ business numbers to any device of the users’
choice.
Vonage cPaaS solutions are priced per API connection — number of voice call minutes,
messages,

etc.

This

model

allows

Vonage

customers

to

dynamically

scale

their

communications and collaboration usage based on actual need and pay accordingly. The
Nexmo platform provides Vonage a broad set of messaging and voice APIs to deliver
enhanced customer value. Nexmo messaging prices are highly competitive at about
$0.0064 per outbound message and no charge for inbound messages. Outbound landline
and mobile prices start as low as $0.0107, whereas inbound toll-free call prices range
from $0.0041 to $0.0169.
Comprehensive UCaaS and cPaaS capabilities, combined with extensive integrations with
third-party solutions, enable Vonage to provide significant value to customers. Vonage
hosted IP telephony and UCaaS solutions are available with desktop phones purchase or
rental options. Promotional offers are also available whereby customers receive certain
desktop phone models free of charge. A current SMB promotion also provides free
installation and setup (a value of $100 to $400 per business) as well as a discount of 12.5
percent on monthly service charges.
Vonage UCaaS and cPaaS customers also benefit from the provider’s competitive calling
plans. Vonage’s impressive VoIP carrier-grade network allows it to combine hosted
applications and platform capabilities with some of the lowest domestic and international
calling rates. Overall, Vonage’s solutions provide a compelling price/performance value to
both cost-conscious small and medium-size businesses (SMBs) and large enterprises with
hundreds and thousands of users.
Customer Purchase Experience
With its broad solutions portfolio Vonage is a convenient one-stop shop for businesses
looking for multiple communications and collaboration solutions. Businesses with diverse
user requirements can benefit from Vonage’s synergistic UCaaS and cPaaS capabilities.
Going forward, businesses in the process of migrating their communications to the cloud
can also deploy highly customized applications using Nexmo cPaaS. Similarly, businesses
deploying Nexmo solutions can leverage familiarity with cloud technologies and existing
relationships with Vonage to move their entire communications infrastructure to the cloud.
Vonage sells its solutions both directly and indirectly. It engages with customers through a
variety of digital channels, as well as through experienced sales and support staff.
© Frost & Sullivan 2016
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Vonage Premier and Vonage Essentials hosted PBX services are sold through telesales,
field sales, enterprise sales, as well as channel partners. Vonage Essentials is primarily
marketed online and sold through direct telesales, but is increasingly supported by
Vonage’s field sales and channel partners as well. Vonage Premier is sold through
Vonage’s field and designated enterprise sales teams, as well as through channel partners.
By way of recent acquisitions, Vonage has gained access to broader channel capabilities to
boost overall growth rates as well as customer service and support.

Vonage channel

partners include VARs, telecom providers, IT consultants, telemarketers, and others.
Partner relationships include white-label resale as well as a referral program.
The channel represents a healthy portion of Vonage revenues; the provider continues to
invest in channel development, through the following:


Online sales training



Dedicated sales support



Quick and convenient quote tools



Marketing tools and resources



Commissions



Monthly incentives and volume bonuses



Adding channel managers

Vonage hosted IP telephony and UCaaS solutions are described on its website clearly and
in substantial detail. Customers can easily identify the service bundle that best fits their
needs and request a quote via phone or the web. Vonage uses a variety of digital channels
to engage with customers throughout the solution evaluation and purchase process,
including: SEO, SEM, digital banner ads and social media for marketing and promotion;
online visitor live sales engagement (e.g., live chat or call); online offer details and
selection tools; online ordering; online provisioning; and online demos. This allows
customers to easily and effectively interact with the provider, learn about its offerings and
purchase the right solution.
͒͒Nexmo cPaaS capabilities are also described in great detail on its website. Nexmo offers
free trials, which help customers and developers make informed decisions, a s well as
easily test their own applications with the service.
Vonage prides itself on placing a considerable focus on customer service and satisfaction.
Through a superior portfolio and a variety of customer engagement methods the company
delivers an excellent client purchase experience, which is enabling it to gradually expand
upmarket and continually improve customer acquisition and retention rates.
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Customer Ownership Experience
A superior customer ownership experience is determined by a number of factors,
including:


Ease of solution deployment and management



Ability to conveniently add new features, capabilities and services from the same
provider



Ability to integrate cloud communications solutions with third-party software



Service quality and reliability



Customer service and support

Vonage hosted IP telephony and UCaaS solutions are both simple to deploy and manage.
Also, Vonage provides several deployment options that address varying customer needs
for flexibility, better cost management, security and service quality.
Vonage Essentials appeals primarily to more cost-conscious small businesses. As such,
most Vonage customers deploy Vonage Essentials over the public Internet for flexibility
and cost efficiencies. However, Vonage ensures high service quality through a unique
solution design. Vonage Essentials’ underlying architecture with multiple software clusters
enables superior service availability and business continuity.
Vonage Premier is designed for businesses with more stringent service quality, security
and reliability requirements. Vonage delivers Vonage Premier through its dedicated
nationwide MPLS network and via its SmartWAN/SD-WAN product. Vonage SmartWAN
uses SD-WAN technology to optimize Quality of Service for unified communications across
an enterprise’s multiple locations. It works over private or public network to improve
redundancy across locations for business customers that rely on high quantities of voice,
video and data communications in their day-to-day operations (i.e. Virtual Desktop,
Software-as-a-Service, CRM tools and Hosted Email). The blackout/brownout protection,
seamless failover and real-time, smart congestion prevention SmartWAN also ensures
business continuity.
Vonage SmartWAN also eliminates an enterprise’s need for and cost of a firewall, content
filter and QoS router, providing all of these services in one product. This is particularly
useful for large, multi-location enterprises.
Having the ability to address the range of possible delivery channels enables Vonage to
provide the service that best maps to a customer’s size, bandwidth, security or quality-ofservice requirements. Customers also have the option of using one of many Von age
peering connections (NNIs) with their existing carriers for QoS.
© Frost & Sullivan 2016
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The majority of Vonage Premier customers receive a fully managed service which includes
hosted PBX, a private data connection, business-class IP phones and installation, bundled
routers and switches, high-speed Internet service and 24/7 support. This enables more
predictable budgeting and helps convert more communications-related costs from CAPEX
to OPEX.
Vonage further enhances the customer experience through its efficient back-office
systems (BSS/OSS), including a customer portal with a provisioning and Zeus feature
management tool which enables customers to more effectively manage and control their
communications solutions. Zeus collects and presents all customer data—e.g., customer
contracts, events that happen in the customer’s life cycle—through a convenient web
interface. In 2015, Vonage launched a new mobile interface for the customer portal, which
allows users—partner and customer admins, as well as individuals—to access Zeus on
mobile devices.
Geo-redundant data centers also allow Vonage to provide superior service reliability and
customer ownership experience. Furthermore, expanding reseller channel enables the
provider to more effectively deploy and manage business solutions and offer more options
to customers. Partners help provide local support and additional services. Vonage’s
financial stability instills confidence in new and existing customers thus also enhancing
customer satisfaction and ownership experience.

Conclusion
Frost & Sullivan tracks how Vonage has consistently excelled through the years with its
commitment to innovation and customer value. The company has assembled a superior
solutions portfolio which addresses a broad spectrum of customer needs.
With its strong overall performance, Vonage has earned the 2016 Frost & Sullivan Product
Line Strategy Leadership Award.
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Significance of Product Line Strategy
Ultimately, growth in any organization depends upon customers purchasing from a
company, and then making the decision to return time and again. A full, comprehensive
product line that addresses numerous customer needs and preferences is therefore a
critical ingredient to any company’s long-term retention efforts.

To achieve these dual

goals (customer value and product line strength), an organization must be best-in-class in
three key areas: understanding demand, nurturing the brand, and differentiating from the
competition.

Understanding Product Line Strategy Leadership
As discussed above, driving demand, brand strength, and competitive differentiation all
play a critical role in delivering unique value to customers. This three-fold focus, however,
must ideally be complemented by an equally rigorous focus on building a superior and
comprehensive product line.
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Key Benchmarking Criteria
For the Product Line Strategy Leadership Award, Frost & Sullivan analysts independently
evaluated two key factors — Product Line Strength and Customer Impact — according to
the criteria identified below.
Product Line Strength
Criterion 1: Breadth
Criterion 2: Scalability
Criterion 3: Technology Leverage
Criterion 4: Features
Criterion 5: Supply Chain Reliability
Customer Impact
Criterion 1: Price/Performance Value
Criterion 2: Customer Purchase Experience
Criterion 3: Customer Ownership Experience
Criterion 4: Customer Service Experience
Criterion 5: Brand Equity

Best Practice Award Analysis for Vonage
Decision Support Scorecard
To support its evaluation of best practices across multiple business performance
categories, Frost & Sullivan employs a customized Decision Support Scorecard. This tool
allows our research and consulting teams to objectively analyze performance, according to
the key benchmarking criteria listed in the previous section, and to assign ratings on that
basis. The tool follows a 10-point scale that allows for nuances in performance evaluation;
ratings guidelines are illustrated below.
RATINGS GUIDELINES

The Decision Support Scorecard is organized by Product Line Strength and Customer
Impact (i.e., the overarching categories for all 10 benchmarking criteria; the definitions
for each criteria are provided beneath the scorecard). The research team confirms the
veracity of this weighted scorecard through sensitivity analysis, which confirms that small
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changes to the ratings for a specific criterion do not lead to a significant change in the
overall relative rankings of the companies.
The results of this analysis are shown below. To remain unbiased and to protect the
interests of all organizations reviewed, we have chosen to refer to the other key players
as Competitor 2 and Competitor 3.

Measurement of 1–10 (1 = poor; 10 = excellent)

Product Line
Strength

Product Line Strategy

Customer
Impact

Average Rating

Vonage

9.9

9.5

9.7

Competitor 2

9.7

9.5

9.6

Competitor 3

9.3

8.8

9.1

Product Line Strength
Criterion 1: Breadth
Requirement: Product line addresses the full range of customer needs and applications
Criterion 2: Scalability
Requirement: Product line offers products at a variety of price points and functionality
levels
Criterion 3: Technology Leverage
Requirement: Demonstrated commitment to incorporating leading edge technologies into
product offerings, for greater product performance and value
Criterion 4: Features
Requirement: Products offer a comprehensive suite of features to serve customers at
multiple levels of functionality, ease of use and applications
Criterion 5: Supply Chain Reliability
Requirement: There is sufficient control over the supply chain to ensure availability of key
components and thereby the availability of products in the product line

Customer Impact
Criterion 1: Price/Performance Value
Requirement: Products or services offer the best value for the price, compared to similar
offerings in the market
Criterion 2: Customer Purchase Experience
Requirement: Customers feel like they are buying the most optimal solution that
addresses both their unique needs and their unique constraints
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Criterion 3: Customer Ownership Experience
Requirement: Customers are proud to own the company’s product or service, and have a
positive experience throughout the life of the product or service
Criterion 4: Customer Service Experience
Requirement: Customer service is accessible, fast, stress-free, and of high quality
Criterion 5: Brand Equity
Requirement: Customers have a positive view of the brand and exhibit high brand loyalty

Decision Support Matrix
Once all companies have been evaluated according to the Decision Support Scorecard,
analysts can then position the candidates on the matrix shown below, enabling them to
visualize which companies are truly breakthrough and which ones are not yet operating at
best-in-class levels.

High
Vonage
Competitor 2

Customer Impact

Competitor 3

Low
Low
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The Intersection between 360-Degree Research and Best
Practices Awards
360-DEGREE RESEARCH: SEEING ORDER IN
THE CHAOS

Research Methodology
Frost & Sullivan’s 360-degree research
methodology

represents

the

analytical

rigor of our research process. It offers a
360-degree-view of industry challenges,
trends, and issues by integrating all 7 of
Frost & Sullivan's research methodologies.
Too

often,

growth

companies

decisions

understanding

of

make

based
their

on

important
a

narrow

environment,

leading to errors of both omission and
commission. Successful growth strategies
are founded on a thorough understanding
of market, technical, economic, financial,
customer, best practices, and demographic
analyses. The integration of these research
disciplines into the 360-degree research methodology provides an evaluation platform for
benchmarking industry players and for identifying those performing at best-in-class levels.
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Best Practices Recognition: 10 Steps to Researching,
Identifying, and Recognizing Best Practices
Frost & Sullivan Awards follow a 10-step process to evaluate Award candidates and assess
their fit with select best practice criteria. The reputation and integrity of the Awards are
based on close adherence to this process.
STEP
Monitor,

1 target, and
screen

OBJECTIVE

KEY ACTIVITIES

OUTPUT

Identify Award recipient
candidates from around the
globe

 Conduct in-depth industry
research
 Identify emerging sectors
 Scan multiple geographies

Pipeline of candidates who
potentially meet all bestpractice criteria

Perform comprehensive,
360-degree research on all
candidates in the pipeline

 Interview thought leaders
and industry practitioners
 Assess candidates’ fit with
best-practice criteria
 Rank all candidates

Matrix positioning all
candidates’ performance
relative to one another

2

Perform
360-degree
research

3

Invite
thought
leadership in
best
practices

Perform in-depth
examination of all candidates

 Confirm best-practice criteria
 Examine eligibility of all
candidates
 Identify any information gaps

Detailed profiles of all
ranked candidates

Initiate
research

Conduct an unbiased
evaluation of all candidate
profiles

 Brainstorm ranking options
 Invite multiple perspectives
on candidates’ performance
 Update candidate profiles

Final prioritization of all
eligible candidates and
companion best-practice
positioning paper

5

Assemble
panel of
industry
experts

Present findings to an expert
panel of industry thought
leaders

 Share findings
 Strengthen cases for
candidate eligibility
 Prioritize candidates

Refined list of prioritized
Award candidates

6

Conduct
global
industry
review

Build consensus on Award
candidates’ eligibility

 Hold global team meeting to
review all candidates
 Pressure-test fit with criteria
 Confirm inclusion of all
eligible candidates

Final list of eligible Award
candidates, representing
success stories worldwide

7

Perform
quality check

Develop official Award
consideration materials

 Perform final performance
benchmarking activities
 Write nominations
 Perform quality review

High-quality, accurate, and
creative presentation of
nominees’ successes

8

Reconnect
with panel of
industry
experts

Finalize the selection of the
best-practice Award recipient

 Review analysis with panel
 Build consensus
 Select winner

Decision on which company
performs best against all
best-practice criteria

9

Communicate
recognition

Inform Award recipient of
Award recognition

 Present Award to the CEO
 Inspire the organization for
continued success
 Celebrate the recipient’s
performance

Announcement of Award
and plan for how recipient
can use the Award to
enhance the brand

Upon licensing, company
may share Award news with
stakeholders and customers

 Coordinate media outreach
 Design a marketing plan
 Assess Award’s role in future
strategic planning

Widespread awareness of
recipient’s Award status
among investors, media
personnel, and employees

4 director
review

10

Take
strategic
action

© Frost & Sullivan 2016
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About Frost & Sullivan
Frost & Sullivan, the Growth Partnership Company, enables clients to accelerate growth
and achieve best in class positions in growth, innovation and leadership. The company's
Growth Partnership Service provides the CEO and the CEO's Growth Team with disciplined
research and best practice models to drive the generation, evaluation and implementation
of powerful growth strategies. Frost & Sullivan leverages almost 50 years of experience in
partnering with Global 1000 companies, emerging businesses and the investment
community from 31 offices on six continents. To join our Growth Partnership, please visit
http://www.frost.com.
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