








A well-documented test plan includes the identification and
ranking of project risks and the testing strategies for managing
each risk. Risk identification and test planning phases start with
the answers to some broad questions that help determine the
most cost-effective approach to test the solution such as:

« What are the major components and complexities of the
business solution(s)?

« What regulatory or legal constraints impact the solution?
What risks are associated with non-compliance?

« Are the applications and user-facing features of the solution
directly or closely related to revenue generation or cost
reduction?

« What aspects of the solution are most closely tied to ROI for
the project? Where are the greatest risks for not realizing
the ROL:

s Infrastructure?

o New technologies (new to the industry or company)?
o Traffic levels and patterns?

s Complex routing or distributed architecture?

o Key performance indicators (e.g. response times)?

o Business Continuation/Disaster Recovery?

Each solution involves unique elements that should be
considered in the plan and validated during testing. Taking

the time to develop a test plan and schedule is the first critical
step toward protecting your contact center and communication
solution investments.

Confidence during Development: Staying on

schedule and within budget.
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Integrating appropriate testing throughout the entire solution
life cycle helps ensure ROl by managing customer experience.
Integrating testing into the early development stages of the

life cycle increases the likelihood of staying on schedule and
within budget. The basis of effective design and development
testing is comprehensive design documentation, which clearly
defines how customer contacts will be processed from initiation
to completion via all mediums. The design documentation lays
the groundwork for numerous pre-production test methods,
including but not limited to comprehensive application feature
testing, limited functional “smoke” checks, usability testing, and
limited load testing.

Regardless of the test method, it is critical that all testing
conducted during development be flexible and responsive
to minimize the time required to find and fix problems and to
capitalize on every opportunity to help the implementation
team progress and stay on schedule.

Confidence from Day 1: Protecting customer

experience during Deployment.
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The final step in protecting customer experience before “Go
Live” is end-to-end/integrated load testing of the solution,
which allows the implementation team to observe, tune and
validate solution performance under real traffic conditions.
Load testing prior to cutover provides the implementation
team with confidence the infrastructure is properly configured
and an opportunity to tune and retest until the solution

works as expected in the production or pseudo-production
environment. Load testing can also force out early life failures
that sometimes plague solutions during the first months after
cutover. Because this test is the ultimate test of the solution’s
ability to provide a quality customer experience to ensure ROI,
successful completion of load testing, based on previously
defined acceptance criteria, is the definitive acceptance

event for the solution owner, solution provider, and systems
integrator alike.

To maximize the scope and value of performance and load
testing, it may be appropriate to coordinate testing via
different channels (e.g., voice, Web, e-mail, fax, etc.) to make
sure a realistic load is placed on shared components or to
coordinate testing via different methods (e.g., application
feature testing) to ensure that medium or low risk elements
are also performing as expected under load. Regardless of the
specific test services and strategies, success at this stage of the
project is dependent on the test team’s ability to appropriately
configure the test; to remain highly flexible and responsive to
frequent changes in the implementation team’s requirements
and test schedule; and to use test expertise to accelerate

root cause analysis, which is critical to resolving issues and
validating corrective actions as quickly as possible.

Confidence after Cutover: Protecting customer

experience in Production & Evolution.
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Production risks for your solution are also managed under

the Investment Protection Program™ umbrella. The test
methodologies associated with this phase of the program
include proactive availability and performance monitoring as
well as regression testing for upgrade and trouble-shooting
purposes. These methodologies help ensure the solution
continues to perform as expected despite routine maintenance
changes, minor upgrades and environmental changes that
have an unanticipated impact on solution performance and
customer experience. Through proactive monitoring and
regression testing, you can be sure your solution delivers the
customer satisfaction and efficiency returns that justified the
original investment.
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Once a solution is in production, it is time to start looking at
optimizing the solution’s performance and extending the life
of the solution for as long as appropriate. 1Q Services looks
at this phase of the life cycle as the Evolution phase, which
gives businesses an opportunity to get as much out their
investments as possible. This phase involves optimizing the
solution to meet requirements that are not anticipated in

the early planning or development phases. The Investment
Protection Program™ offers a robust collection of Evolution
services to make sure you get the most out of your solution,
including: periodic regression testing, usability monitoring,
trend analysis, caller experience analytics, and business impact
analytics.

What about your employees?
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When it comes to communications, your employees are

also your customers. The Investment Protection Program™
doesn’t stop when it comes to IPT or employee-facing
communication solutions. 1Q Services’ Enterprise Solution
Testing methodology is an integral part of the program. This
methodology helps businesses successfully plan, design,
deploy, maintain and evolve integrated IP Telephony solutions
that deliver significant cost-savings and empower employees
to communicate effectively. Robust testing and management
tools empower internal IT and telecommunications teams to
be as efficient as possible through centralized access to phone
configuration information, as-built documentation, change
control information, remote phone control and much more.

Conclusion
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Positive customer experience is critical to achieving the

ROl expected from technologies and solutions focused on
customer and employee communication. Comprehensive test
planning, responsive pre-production testing, and proactive
post-production testing and monitoring are essential to
managing and ensuring positive customer experience. Prior
to deployment, the Investment Protection Program™ helps
optimize ROl by ensuring the productivity gains and customer
satisfaction improvements used to justify the investment are
actually delivered in the most timely and cost-effective way.
After deployment, the Investment Protection Program™ helps
your team have confidence that the solution continues to
perform as expected and takes advantage of opportunities

to improve performance so that “cost of ownership” is better
managed. Properly planned and implemented, quality
assurance testing delivered under the Investment Protection
Program™ umbrella is the key to meeting business objectives
associated with contact center and communication solution
investments.
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