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Top tips 
for cutting 

your corporate 
telecom tolls 

I 

BY HALE Y Fl ELD, Vice President 

of Sales at Phone Bill Cutters 

t's the New Year and the 

number l resolution on your 

list is "trim the fat". A great 

place to start is your company's 

telecom costs, and the best part about it is you can do 
so without having to go to the gym. 

It is guesstimated that most companies in 

Canada are overpaying for their telecom services 

by a minimum of 15 percent. 
Canadians aren't pleased with their telecom 

services. In 2011, Canada's Commissioner for 

Complaints for Telecommunications Services 

(CCTS) received over 70,000 thousand email and 

telephone calls about wireless phone, Internet access 

and long-distance providers. Consumers filed 8,007 

complaints with CCTS in 2010-11, up 1 14 percent from 

2009-2010. 

Overcharges, illegible bills, and lack of customer 
service are the most common complaints made by 

Canadian companies about their telecoms service 
providers. Paying your company's telecom bills should 

not be exasperating, confusing or t ime-consuming. 

So, in an attempt to alleviate some of the frustration 

involved, I've gathered some tips to help you tackle you r 

telecom tolls. 

Billing errors 
80 percent of corporate telecom bills 
are incorrect. Of that amount, 98 

percent go undetected, according to 

US-based consultancy Gartner. Care 

to guess whom those errors usually 
favor? Hmmm, one wonders . 

Where billing errors often occur: 

e Companies with multiple 

locations are often billed for services 

they don't receive; 
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® Services have been cancelled but haven't 

been removed from your bill; 
® Your company moved or closed a location 

and telephone lines weren't disconnected; 

® Phone or fax lines were disconnected but 

continued to be billed. 
Finding an error is only the fir st step. 

Getting a refund from your telecom provider 

can be a daunting challenge, but patience and 

perseverance pays off. 

Toll fraud 
In 2011, toll fraud (theft of long-distance service 

by a third party) in Canada was estimated to 

be as high as $100 million annually, according 

to Telus (http: //about.telus.com/community/ 

english/about_us/ for_our_cu stomers/ 
customer_safety/scams_%26_toll_fraud/ 

toll_fraud_risk_minimization). 
Toll fraud has become epidemic in the past 

few years. Week after week, we at Phone Bill 

Cutters uncover calling cards, VOIP systems 
and PBX voicemail systems that have been 

compromised, often to the tune of $lo,ooo or 

higher. What's more disturbing is that your 

company may be stuck picking up the tab 

because your telecom provider isn't liable. Read 

your telecom service contracts. Signs that your 

system may have been compromised range from 

an increase in international calls, high calling 

traffic after business hours , and customer 
complaints that lines are often busy. 

On their websites, Canadian telecoms 

operators such as Allstream (www.allstream. 

com) and Rogers Communications (www. 

rogers.com/ business/ab/en/) offer very useful 

advice for protecting your business against toll 

fraud. for example through effective password 
management. 

Wireless 
Canadians pay the highest cellphone rates in 
the world, according to Q1 2010 research by 

Bank of America Merrill Lynch. 

Is this because we're too polite to complain? 

Once again, one wonders . 

For most businesses, wireless telephony 

is the main telecoms expenditure, and the 

category where Phone Bill Cutters hears the 

most complaints. There are multiple causes 

of dissatisfaction, such as hidden fees , keeping 

up with changing rates, hardware upgrades, 
multiple contract dates, reception issues 

("can you hear me now?"), and bills that only 

a PhD could decipher. It's no wonder that 
this particular topic can twist your IT and 

Accounting Departments into a knot. 

Here are some tips from the Phone Bill 

Cutters website that will help you get better 

service from your wireless telco. 
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® Always get past the first line of Customer 

Service and ask to speak to a department 
called Customer Relations or Loyalty and 

Retention; 

® Knowing your usage patterns for data, text 

and voice is the key to choosing the right 
plan(s); 

0 Most vendors won't charge you for texting 

pictures and video; 

0 Beware of"free upgrades" and "unlimited 

add-ons", as these often require signing a 

new long-term contract; 

0 Know your contract renewal date and find 
out if it "automatically renews" without a 

signature; 

0 Find out what other vendors are offering and 

whether t here is a penalty for leaving your 
car rier; 

0 Make sure your company's "calling zones" 

are covered by your carrier. This is especially 
important for companies with multiple 

locations; 

0 Many offers that you see on TV or media 

aren't as they seem, and are often aimed 

at the individual consumer and not the 

business user. 

Roaming 
Roaming is the most costly area of wireless 
telephony, but it doesn't have to be. With a 

little pre-planning, you can lower your roam ing 

costs by 50 percent or more. 

There a re a few keys to success: 

0 Designate which person(s) in the company is 
responsible for ordering roaming plans; 

0 Make sure that person is pat ient as it 's 

common to call your carrier five different 

times with the same information and receive 
five different roaming suggestions; 

0 Order roaming packages PRIOR to travel. 
Seems simple, but you'd be amazed at how 

many people try to order a roaming package 

AFTER they've returned; 

0 Know how much usage is required for text, 
data and voice; 

0 Any potential problems with the hardware at 

the destination? 

Conference calling/ web conferencing 
Corporate cost-cutting has taken a big bite 

out of executive travel budgets, and satellite 

offices in people's homes are on the rise, so it's 

no surprise that tele- and web-conferencing 
is a growing business. There are several good 

providers to choose from , and rates have 
decreased substantially in the past few years. 

But, before you commit to one provider, 
here's some advice: 

0 Make a few test calls to note the connection, 

and ease of instructions; 

0 Check rates for various countries and user 

fees; 
0 Does the provider require a long-term 

contract? 
Last, but not least, an important but often 

overlooked tip for company security is to update 

the "authorized person" li st with your telecoms 

carrier. An author ized person has the ability to 

make changes and access billing informat ion. 
Time is money, so you and your staff won't 

want to play "name that employee" with your 

telecom customer service representative trying 

to guess who IS currently on the list. 

Most often, the authorized persons are in the 

IT, Accounting or Procurement Departments. 
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Haley Field is the Vice President of Sales for Phone 

Bill Cutters, a completely independent corporate 

telecoms expense reduction company. Phone Bill 

Cutters does not get paid by any te lecom carriers or 

sell any products, and only gets paid if it save money 

on behalf of its clients. hfield@phonebillcutters. 

www.phonebi llcutters.com. Phone: 1 877 837 7262 

AFP corporate 
fraud survey 
Large compani es and t he ir 

corporate payments systems 

rema in the prime ta rgets for 

f rau dste rs, acco rdin g to t he 2012 
AFP Payments Fraud and Control 

Survey (http//www.afponl ine.org; 

f raud) pub lished by t he Association 

fo r Fin ancial Profess ionals (AFP). 

Th e survey, sponsored by j.P 
Morgan, found that two -t hirds of 

companies we re hit by attemp ted 

or actua l paymen ts fraud during 

2011, but few in cur red finan cial 

loss because th ey took measu res 
to mit igate exposures. 

"Th e survey reveals that 

chequ es remain highly vulnerab le 

to fraudul ent acti vity, wh ich 

has spurred many comp anies to 

switch to less vulnerable elect ronic 

payments," said j im Kaitz, 

AFP's pre si dent and CEO. "Now 

f raud sters have shifted t heir focus 

to higher- value payoffs, includ ing 
attempt ing to hack into corporate 

aCCOUnts." 

AFP surveyed S,OOOAFP member 
corporate practitioners in january 

2012 for its survey, as we ll as non

member co rp orate pract iti oners. 
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