SIP Trunking, ITSP Checklist
Note: This is not an ‘official’ document of any kind so please do your own homework and research and also note that Vocale Ltd (owner of the SIP School) does not accept any responsibility of any kind for any of your dealings / negotiations / implementation / service connectivity and performance re: your equipment / service / ITSP and relationships with your own suppliers / partners etc.
Part 1
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Do your own preparation first and ask for information on services offered from multiple ITSPs.  The Spaces in the table are for you to add to and the ‘weight’ column allows you to mark an importance level that may be helpful to you.
Part 2
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Use all of this information to create an RFP (Request for Proposal).

Part 3
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Test test test the ITSPs that have offered a free trial.

Part 4
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Carefully make your choice after noting Part 5

Part 5

Remember, do your own homework and take your time.  You will probably be signing an agreement that has a multi-year term so you need to consider everything before you make that commitment.
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	Do your Preparation 1st

	Some Checklist items
	Yes
	Weight
	N/A
	Your Comments / Notes

	First of all you need to build a clear picture of what you already have and what you will need….!


	Have you worked out current call rates for all services you use? Local, Long Distance and International?
	□
	□
	□
	

	Gather copies of all Bills for all locations you have.  Include all cell phone bills as well as the ITSP may have some input on how to save some money here.
	□
	□
	□
	

	What are the current calling patterns during the day and highlight the busy periods
	□
	□
	□
	

	Make a list of all call features you use and will need. Call forward to Voicemail and simultaneous ring on all devices are examples.
	□
	□
	□
	

	Does your PBX support SIP natively? If not, you will probably need a Media gateway.
	□
	□
	□
	

	Gather all the information on your PBX so that the ITSP can inform you of any support issues up front.
	□
	□
	□
	

	Do you need to support Teleworkers / Remote users?
	□
	□
	□
	

	Of course you will need support for E911
	□
	□
	□
	

	Do you have DID number ranges and want to keep them – maybe even add to them? 
	□
	□
	□
	

	Will you require Secure / Encrypted SIP Trunks?
	□
	□
	□
	

	Do you need to use a specific Codec or are you able to use what the ITSP suggests and supports?

This is an important area as although you may save on bandwidth with a G.729 codec, it usually takes more DSP resources than G.711 so therefore equipment and licenses may be more expensive.
	□
	□
	□
	

	What are the ‘realistic’ timelines for each step of the project re: installing SIP trunks in each location and onward throughout the whole company?
	□
	□
	□
	

	Maybe ask a number of ITSPs for information on their services first for you to start reading.  You can even give them some ‘teaser’ information so that they will be extra helpful in these earlier stages.  The more information you have will help you formulate your RFP more effectively
	□
	□
	□
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	Create an RFP (Request for Proposal), as you need to tell them exactly what you want in order to get exactly the right service.

	Some Checklist items
	Yes
	Weight
	N/A
	Your Comments / Notes

	Describe your organisation and the coverage needed for all locations.  Provide maps and diagrams to enhance the picture for the ITSP.
	□
	□
	□
	

	Ask for their alternatives/solutions etc. where their own network coverage has ‘gaps’ re: your location requirements.
	□
	□
	□
	

	Is international coverage important to you and does their network have that reach?
	□
	□
	□
	

	Be clear on what you want to run over connections.  Data, Voice, Video?  If you have a Data connection already, what is the size of it?
	□
	□
	□
	

	Ask directly for pricing options.  Outbound long distance and other rates such as toll free, local etc.
	□
	□
	□
	

	Ask the ITSP to demonstrate ‘real’ savings over your existing setup.  No guesses please!
	□
	□
	□
	

	Ask for all of the projects costs that include things like installation and service etc. to be itemised.
	□
	□
	□
	

	Can the ITSP ‘port’ your DID ranges to the new service.  Understand the process and the time it takes here as this can be a very slow and painful process – very unlikely to be solved in a matter of days, more likely – months!
	□
	□
	□
	

	Ask for options on MPLS and / or VPLS as you may want to take advantage of the benefits offered with these services.
	□
	□
	□
	

	If you need security on the SIP trunks can the ITSP provide this and what are the encryption protocols they support?
	□
	□
	□
	

	Ask about support personnel and support options with response times.  Also, what are their abilities to install, troubleshoot, test and monitor the service so that problems are spotted early and fixed quickly?

With this in mind, would you like to pay for a support option that gives you a certain response time or would a Service Level Agreement be more suited to your business?
	□
	□
	□
	

	What is the ITSP’s stance on support for standards and recommendations such as SIPconnect from the SIP Forum?
	□
	□
	□
	

	Does the ITSP have peering agreements with other ITSPs in order to keep calls on-net and low cost?
	□
	□
	□
	

	Ask the ITSP if they work with your current PBX manufacturer, this information could be in the form of an ‘Approved PBX or Partners’ section. Also ask them if their lab facilities can emulate your own PBX configuration.
	□
	□
	□
	

	Ask them if they will test new upgrades to PBX / Gateway software/firmware before you do?  This of course helps eliminate potential issues caused by upgrades such as loss of service!
	□
	□
	□
	

	Can the ITSP provide a media gateway or an SBC?  Can they offer advice on which is the best device to use and also support it?
	□
	□
	□
	

	Can the ITSP supply reporting data on the bandwidth you use and network conditions?  You may have a need for this level of detail.
	□
	□
	□
	

	Ask for the ITSPs long term plans with regards to support of HD Audio, Video, Hosted solutions and T.38 Fax.
	□
	□
	□
	

	It may be something that you already have in hand, but if you are open to other value added services then ask the ITSP if they can offer things like ‘VoIP optimized ADSL’ or other services for voice right up to Ethernet.
	□
	□
	□
	

	If you are deploying Microsoft Lync, remember that the SIP trunks you need will have to support TCP.  Can the ITSP support this protocol?
	□
	□
	□
	

	Ask for references from customers and maybe a case study from one where something went wrong but a quick fix was found and applied to demonstrate their abilities.
	□
	□
	□
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	Testing – of course.  Get more than 1 ITSP to compare results and experiences.

	Some Checklist items
	Yes
	Weight
	N/A
	Your Comments / Notes

	Take the best ‘free trial’ offerings and test them all with the same scenarios
	□
	□
	□
	

	Before you start testing, ask the ITSPs involved if they have a ‘test plan’ you can follow.  Then use their with this list.
	□
	□
	□
	

	Measure performance as well.  Look for information on call quality and call completion rates.
	□
	□
	□
	

	Make calls to all services including Toll Free, Directory, Emergency and see if there are any issues here.  Do International calls work ok?
	□
	□
	□
	

	Call a service that requires you to enter numbers (via the keypad) to access something.  This helps to see if DTMF is supported and working.
	□
	□
	□
	

	Some other basic tests you can try are listed here also – though please add your own!

	Do incoming calls get to their destination and if the destination is busy, do they re-route correctly i.e. to Voicemail?


	□
	□
	□
	

	Does Call hold work?


	□
	□
	□
	

	Can you conference an external call with another phone internally?


	□
	□
	□
	

	Does last number redial work?


	□
	□
	□
	

	Does Caller ID work on inbound and outbound calls?


	□
	□
	□
	

	Speed dials work ok?


	□
	□
	□
	

	Call Park and Retrieve work?


	□
	□
	□
	

	Call Forwarding on no answer?


	□
	□
	□
	

	Does a Call transfer work?


	□
	□
	□
	

	Message waiting or missed indicator work?


	□
	□
	□
	

	‘Do not disturb’ work ok?


	□
	□
	□
	

	Do your ‘Hunt Groups’ work ok?


	□
	□
	□
	

	Does a call transfer to something like an external Cell phone work?


	□
	□
	□
	

	Test to see what happens to outgoing and incoming calls when you hit your SIP trunk limit.  What is the experience for the caller and is it acceptable?
	□
	□
	□
	

	How many SIP trunks are used when conferencing in external callers?
	□
	□
	□
	

	Use capture software to see if Security is working and that you cannot playback voice calls.
	□
	□
	□
	

	Create a ‘fail over’ situation to see if disaster recovery works and calls are re-routed etc.  What do you have in place and what do you expect to happen?  Where are calls going to if your primary connection to the ITSP is lost?
	□
	□
	□
	

	Last but not least, does the call quality sound good to you?
	□
	□
	□
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	Decision time

	Some Checklist items
	Yes
	Weight
	N/A
	Your Comments / Notes

	Compare the ITSP proposal to your RFP and check for any gaps
	□
	□
	□
	

	Does the ITSP give you the coverage you need?
	□
	□
	□
	

	Do the services the ITSP offer match the services that you need?  They must fit your business and your business not to be made to fit the service.
	□
	□
	□
	

	Is pricing detail understood by all parties?  For example.  Are you charged on a ‘current call’ basis or do you get unlimited calls yet charged on the bandwidth you use.  Not all ITSPs use the same model so be careful.
	□
	□
	□
	

	Is the support service offering understood and agreed by all?
	□
	□
	□
	

	Did the ITSP pass all of your technical tests?
	□
	□
	□
	

	If some services are not available today, ask the tough questions before you consider moving forward i.e.  When will you support T.38 fax?  Will you support my existing software for call recording and my call centre? Be tough on them.
	□
	□
	□
	

	Do you have confidence in the future of the ITSP as this will probably be a long term partnership?
	□
	□
	□
	


Weight example values


1 = Non critical


2 = Nice to have


3 = Must have








