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3. Staffing: Unless your system experiences outages on a regular basis, employing staff with dedicated PBX
expertise is a waste of resources. A maintenance agreement supplies you with expertise on demand, thereby
eliminating the need to pay for experienced staff that you are not efficiently utilizing. Furthermore, given that
the majority of phone systems today contain proprietary equipment, the reseller who installed the system is
always the best choice to maintain it.

4. Convenience: Most telecommunications vendors offer a variety of options to provide a maintenance
agreement that efficiently, and cost effectively, gives you the protection you need; and many vendors will
offer  maintenance plans tied into either leased or purchased equipment. Keep in mind that leasing is yet
another way to fix costs, as you get all of your phone service — maintenance included— for one flat monthly
fee.

Strategies for a Successful Maintenance Agreement
Ensure you negotiate the right service level agreement (SLA) for your enterprise by following the below
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Based on the above chart, if you sign an annual contract with an SLA of 99%, you are guaranteed not to have
more 3.65 days (or 86 hours) of downtime over the entire year. However, keep in mind that  those 86 hours
could happen in one consecutive stretch. Notably, if you take 99% and apply it on a weekly level, you could
potentially have more than 1.68 hours of downtime on any given day!

What to Look for in a Vendor

In addition to negotiating the right SLA, you need to check the experience, availability and credentials of the
vendor you are considering. The company you select must have licensed, experienced, certified technicians
available for service calls. Inquire about the number of locally available technicians, the response time for urgent 
calls, and how many after-hours calls are processed daily. Moves, additions and changes can sometimes be
programmed remotely and most companies will charge a fee for these services. Ask all of your potential vendors 
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