
7 PITFALLS TO AVOID WHEN CHOOSING A PHONE SYSTEM FOR
YOUR BUSINESS

The number of options available in today’s market
for a corporate phone system can be
overwhelming. Choosing the wrong system for
your particular business is often costly in the long
run, so it is important to do the work on the front
end to ensure the best decision is made. There are
several common missteps businesses make when
selecting a phone system, often due to time
constraints or simply a lack of accurate
information on which to base the decision.
Avoiding the following seven most prevalent
pitfalls will empower your team to select a system that will be cost-effective and meet the
company’s specific needs.

1. Picking a Provider Instead of a Partner
Often, businesses are so focused on the initial setup and cost they overlook the
importance of a positive, long-term relationship with the system provider. No matter
which system you choose, eventually, there will be an issue. It’s crucial to choose a
partner from day one in whom you can have confidence they will be there to support you.

Reasons to avoid:

Assistance with future problems. A good partner will step in and assist, even it if is
years down the line, putting forth their best effort to rectify the problem, rather than
simply suggesting new systems.
Trusted Consulting: A partner will discuss your specific needs from the beginning,
keeping the long game in mind, rather than focusing only on low cost and current
needs. Partnering with an experienced provider that weighs all options and is
committed to serving your company’s best interest above all else allows that partner
to play a consulting role in future decisions and troubleshooting.
Longevity: A partner is in it for the long haul and will help you select a system that
can grow with your company, allowing you to get the most out of the hardware you
purchase. A partner will ask detailed questions to determine your specific needs
from the beginning, minimizing the likelihood that the system will need to be
changed in the near future.



2. Going Too Cheap
A common mistake companies make is simply choosing the cheapest system for their
current needs at the time without considering long-term effects. “Cheapest” does not
equal “best deal.”

Reasons to avoid:

Future changes: What works now may not work in the future, and overhauling an
entire system can be extremely costly.
Peace of Mind: Having peace of mind knowing your company has a reliable system
in place that will not consistently sustain problems is important. Consider the cost of
your phone system being down for an entire day; that number should influence the
budget for the new system.
Longevity: A partner is in it for the long haul and will help you select a system that
can grow with your company, allowing you to get the most out of the hardware you
purchase. A partner will ask detailed questions to determine your specific needs
from the beginning, minimizing the likelihood that the system will need to be
changed in the near future.

3. Overlooking a Needs Assessment 
Assuming the way your company already operates its communications is the best way for
it do so is a misstep. Conducting a needs assessment allows the company to maximize
the opportunity to enhance its efficiency.

Reasons to avoid:

Times change. Your company’s needs and the methods available to meet those
needs have likely changed with them.
Increased productivity. New capabilities — such as an automated attendant, video
or web conferencing support, a number that rings simultaneously on multiple
phones, and more — can be great assets to your team, enhancing the quality and
efficiency of the company’s communications and customer experience.

4. Not involving the team members/users in the decision 
During the needs assessment, it is important to include team members in the process, as
they will be actually interacting with the system on a regular basis.

Reasons to avoid:

Identifying Helpful Features: Employees can be highly valuable in determining which



features are worth investing in and which are not, such as the ability to bring their
own devices to the network, video conferencing support, intercom functions, or the
ability to make and receive calls from smartphones or tablets.
Minimizing Resistance: Employee input gives them a stake in the decision and is
therefore likely to decrease the amount of staff resistance to the new system when it
is implemented.
Ease of Use Assessment: Employees can weigh in on how user-friendly the system
actually is for the average person, whereas an IT person’s higher skill level may skew
his or her perception.
Customer Experience Evaluation: This also allows an evaluation of the current and
future customer experience and how call flow will affect the system.

5. Neglecting to Consider Update Paths 
Companies often neglect to allow for company growth and necessary future phone
updates, constraining themselves to a system with limited abilities. Exploring a
manufacturer’s historical and current update paths is a necessary step for choosing the
right system, and a trusted provider can help narrow it down. Consider deployment,
growth and future redeployment of the software and how these factors affect your
decision.

Reasons to avoid:

Limited expansion abilities: Some phone systems have a maximum number of
licenses, hindering opportunities for expansion. If a company chooses a system that
is too small and/or tied to the physical hardware, a complete overhaul would be
required to meet the company’s new needs.
Inability to migrate: Some systems are capable of being moved from location to
location or migrating between pieces of hardware, but some cannot.
Inability to update software without updating hardware: Some phones need to be
replaced in order to take advantage of new technologies, but some do not.

6. Underestimating the number of systems that still use analog
A surprising number of systems many companies use regularly still run solely on analog
technology. It’s important to determine if your company utilizes any of these before
choosing a system, as an IP-only system may cause significant problems for these tools.

Reasons to avoid:

Mismatched Systems: Commonly used technologies like fax machines, credit card



machines, security systems or even elevators may run on analog and simply will not
work with an exclusively digital system.

7. Doing It Yourself
Though this method may work temporarily, it opens up your company to a wide variety of
potential issues with little or no support system in place to help resolve them.

Reasons to avoid:

Lack of necessary internal skills: An internal IT person may not have the necessary
skills to advise the best plan of action in the event of a crash or hiccup.
Compatibility issues: A system must be fully deployable on all phones, and though
the product may say it is compatible with your service, it may not allow all the
features you could be utilizing.
Increased risk with open-source systems. If the system does not have a respected
manufacturer vouching for its quality and committing to assist in troubleshooting,
and the dealer goes under, your company will be up a creek. The risk of hackers also
increases, particularly via international calling. Without a trusted partner to help
prevent it, a hacker could utilize one of your lines to rack up exorbitant bills calling
from one country to another.

Keeping these factors in mind will allow your company to choose a system that will serve
it well for years to come, even amid company growth and the introduction of new
technologies.


