
 Keynote Voice Perspective—Measuring the user 
experience of VoIP Service Quality: “There is  
nothing like it” 

Wit h over 6 .9 m illion users already using VoI P in 2006, 

I nt ernet  telephony has now becom e a m ainst ream  technology . 

Market  Research done by Harr is I nt eract ive (published by 

eMarket er .com ) has shown t hat  one of t he st rongest  barr iers  

to VoI P adopt ion is subscr iber  concern about  poor voice  

service qualit y . Keynote Voice Perspect ive offers a unique  

v iew of t he cust om er exper ience of voice service qualit y . 

Measuring and m anaging custom er experience will not  only 

give you a com pet it ive advant age, but  w ill also help you  

reduce t he cust om ers churn. 

 

Keynote Voice Perspecti ve 

 
VoI P & St ream ing  
Test  & Measurem ent  

Keynote Voice 
Perspective®   

Operational Performance 
Monitoring 
Proact ive ma nageme nt  of 
custome rÕs service qualit y  
exper ience 

SLA Compliance Reporting 
Trusted t hird part y t rack ing 
promi sed versus delivered  
service levels 

Competitive Intelligence 
Reports 
VoI P prov iders can benchm ark 
them selves against  their  
comp et itors  

Hosted Service 
No CapEx, no ma int enance cost  
 
 

 

What Existing VoIP  
Monitoring Tools Don’t  
Tell You 

Most  VoI P m onit or ing t ools t oday  
are net work focused and take  
an inside- out  approach by me asur ing 
the net work  j it t er ,  packet  loss,  
and latency in the core net work.  
However , net work issues ma y not  
ent irely represent  the user-
exper ience since audio problems  
ar ising in t he last - mi le with adapters 
and I SP access beyond t he net work 
edge are not  capt ured. Addit ionally , 
with the growt h of I nternet  and 
mo bile telephony , calls t raverse over  
hybr id net works including packet  

swit ched net works, Public Swit ched 
Telephone Networks (PSTN)  and 
cellular net works. To understand t he 
custome r exper ience of voice  
service qualit y, you need a tool that  
can m easure t he t rue end-user 
exper ience. 

 
Why Voice Perspective? 

Voice Perspect ive provides a 
spect rum of benefit s to address t he 
business needs of VoI P service 
owners and operat ions ma nagers of 
your organizat ion. Voice Perspect ive 
prov ides a holist ic v iew of voice 
service qualit y that  includes Voice 
Audio Clar it y , Service Reliabilit y , and 
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Responsiveness. Operat ions ma nager 
can act ively analyze and t r iage voice 
service qualit y m et r ics ut ilizing 
var ious v iews ( chart s, reports, t rend 
alert s etc)  provided by t his service. 
Ut ilizing waveform  analysis of  the call 
audio, Voice Perspect ive enables you 
to exper ience what  your custome rs 
are exper iencing. Keynote offers 
service qualit y m onitor ing from  it s 
public locat ions (New York , San 
Francisco, and Dallas)  or sets up a 
customi zed pr ivate infrast ructure to 
me et  specif ic needs of the custome rs.  

The Operat ional Performa nce 
Monit or ing com ponent  of Voice 
Perspect ive of fers service prov iders 
and enterpr ises a window into t he 
custome r exper ience of t he voice 
service qualit y through a portal.  
This capabilit y also shows service  
qualit y t rends for t he m onitored 
env ironm ent  over a selectable per iod 
of t ime . Keynote Voice Perspect ive 
mo nit ors voice service qualit y  
independent  of  the carr ier  t ype. 
Therefore,  it  also prov ides custome r 
exper ience of the voice service  
qualit y for  wireless networks. A 
mo bile service prov ider  can ut ilize  
 
 
 
 
 
 

Voice Perspect ive t o assess t he 
imp act  of env ironme nt  changes (e.g. 
replacing a Long Distance carr ier  
backhaul wit h an I P-backbone) , or 
different  handsets on the custome r 
exper ience of voice service qualit y. 
The SLA Comp liance Report ing will 
prov ide Voice Perspect ive users a 
concise view of Òdesired versus 
deliveredÓ voice serv ice qualit y levels. 
A t rusted third part y SLA comp liance 
report s by  Keynote will:  

¥ Allow Enterpr ises to get  an 
independent  view of hosted VoI P 
service providerÕs com pliance t o 
service level agreeme nts. 

¥ Enhance a ma naged service 
prov ider or host ed service 
prov iderÕs credibilit y and allow 
prov iders t o create serv ice 
different iat ion based on guaranteed 
voice serv ice qualit y. 

¥ Helps call- centers and out sourced 
comp anies create serv ice 
different iat ion based on the 
capabilit y t o prov ide t heir  
custome rs  t rusted third-party SLA 
comp liance report s. 

¥ Allow comp anies outsourcing their  
call- centers t o m onit or comp liance 
to the SLAs offered by  the 
out sourced com pany. 

A Voice Perspect ive user m ay t hen 
ut ilize Operat ional Perform ance 
Monit or ing capabilit y to analyze 
fact ors cont r ibut ing t o the SLA 
comp liance breaches. 
 

How Voice Perspective  
Service works 

Voice Perspect ive is a hosted service 
that  is m anaged and ma int ained by 
Keynote. Based on cust ome r  inputs, 
Keynote has ident ified voice service 
target  m arket s and established Voice  

 

 

 

 

 
 Voice Perspect ive Operat ional     
 Performa nce Monit or ing Portal 
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Perspect ive agent  infrast ructure to 
configure a caller- receiver t opology . 
This infrast ruct ure includes  
placeme nt  of  calling agents in 
resident ial locat ions t o m ake act ive, 
uniform , and consistent  
me asurem ent s taken at  a regular 
frequency . Calls are aut om at ically 
placed every 30 mi nutes for each 
caller-dest inat ion cit y pair  over t he 
mo nit ored VoI P service on var ious 
connect ion t ypes (DSL /  Cable /  
Business Class) . For each call placed, 
Keynote collects detailed network  
me t r ics dur ing the call est ablishm ent  
phase as well as dur ing t ransmi ssion 
of audio payload. Addit ionally , 
Keynote conducts audio f idelit y 
analysis to ident ify issues  
such as hum,  hiss,  stat ic or clipping 
that  affect  the user exper ience. 
Cust om ers can use Voice Perspect ive 
portal t o analyze voice serv ice  
qualit y perform ance in var ious cit ies 
over var ious connect ion t ypes and 
ident ify cont r ibut ing fact ors t o 
under lying perform ance issues. 
Ut ilizing voice service qualit y  
t rending inform at ion provided by 
Voice Perspect ive, providers can 
imp lem ent  infrast ructure tuning or 
soft ware upgrades t o enhance t heir  
comp et it ive edge. Understanding  
the custome r exper ience will help 
prov iders address dissat isfact ion 
fact ors proact ively,  m axim izing 
custome r sat isfact ion. 
 
 


