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	Role
	Email

	[Add your name]
	Project Manager
	[Add email]

	[Add sales rep name]
	Sales Representative
	[Add email]

	[Add CSM name]
	Customer Success Manager
	[Add email]

	Account Management
	Customer Success Manager
	accountmanagement@calltower.com

	CallTower Training
	Admin and User Training
	customertraining@calltower.com

	CallTower Support
	24/7 Support
	support@calltower.com
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[bookmark: _Toc219213014]Services
As part of the solution, CallTower will provide the Services as stated in the signed Service Order. All services will be provisioned and tested by CallTower. Billing for Services will commence based on the agreed terms in the Service Agreement.

[bookmark: _Toc219213015]Hardware [Delete this section if not applicable]
CallTower will provide the hardware as stated in the signed Service Order. Hardware provided by CallTower will be shipped directly to the Customer’s location(s) prior to the Go-Live date. Hardware, equipment, and phones that are provided by CallTower will be pre-configured and tested by CallTower’s Provisioning department. The Customer will be billed for all hardware and equipment beginning on the date it is shipped to the Customer’s location(s).

[bookmark: _Toc219213016]Porting Numbers [Delete this section if not applicable]
CallTower will initiate the port request to the current carrier to obtain the customer’s phone numbers. To do so, the customer must submit a completed and signed Letter of Authorization (LOA) to CallTower. The LOA grants CallTower permission to submit a request to the existing telephone provider on the customer’s behalf. The LOA must include:
· The customer’s name.
· The service address.
· All telephone numbers to be ported.
· An authorized signature.

Matching Information Requirements
It is critical that the information on the LOA exactly matches the records held by the customer’s current carrier. Any discrepancies will result in a rejection of the port request. Rejected requests require re-submission of a new port request and will reset the porting timeline.

Proof of Number Ownership
To support the porting request, the customer must provide proof of ownership for the numbers to be ported. This is typically done by submitting a copy of a recent phone bill or Customer Service Record (CSR). The supporting documentation must:
· Be no more than 30 days old.
· Include an actual business name.
· Include an actual physical service address.
· List all phone numbers to be ported.

The customer should carefully verify the accuracy of the LOA and any supporting documents before submission to avoid delays and rejected ports.

Global Port Requests
When porting phone numbers outside the United States and Canada, there may be extra requirements that must be met depending on the destination country. These requirements are determined by local regulations, telecommunications authorities, and specific carrier policies in each country. Your project manager will provide guidance on the country-specific requirements and assist you throughout the number porting process.
· Additional documentation may be required, such as proof of address, identification, or business registration.
· Local carriers might require signed authorization forms or letters of intent.
· Timeframes for number porting could differ depending on local regulations and carrier processing times.
· Some countries may have restrictions on the types of numbers that can be ported (e.g., geographic, toll-free, or mobile numbers).

Potential Fees and Penalties
Pushed Port
· Once the firm order commitment (FOC) for a Port Request has been received, requests to extend or push out a port date will have a fee of $5.00 per number and $20.00 per case.
· However, if a request to extend or push out a port date is received four (4) full business days or less, prior to the scheduled port date, the pushed (new) port date will have a fee of $5.00 per number and $100.00 per case. When the request to push the port date is made within four (4) full business days or less, CallTower will make the best effort to push the port date. In some scenarios the request may be too late, and the numbers will still port on the original requested date.

Cancelled Port
· Once FOC for a Port Request has been received, requests to cancel a port will have a fee of $5.00 per number and $20.00 per case.
· If a request to cancel a port is received four (4) full business days or less, prior to the scheduled port date, the canceled port date will have a fee of $5.00 per number and $100.00 per case. When the request to cancel is made within four (4) full business days or less, CallTower will make the best effort to cancel the port. In some scenarios the request may be too late, and the numbers will still port on the original requested date.

Please reference CallTower’s Porting Document for more information about the porting process and timelines.

[bookmark: _Toc219213017]Requirements and Responsibilities
The following outline details the requirements that the customer is expected to complete as part of the implementation process. Please note that other requirements may be identified by CallTower’s Implementation Project Manager based on the unique needs and circumstances of your organization. These will be communicated and documented during the project.

[INSTRUCTIONS: 1. Delete all services that are not applicable. 2. Change all remaining text to ‘Black.’  3. Delete this instructional text.] 

Zoom Phone 
· CallTower Responsibilities  
· Porting all telephone numbers to be utilized with Zoom. 
· Perform all necessary configuration required to enable service in the Zoom administration portal.
· Provide Customer admin access to Zoom Administration portal. 
· Routing inbound calls to the zoom calling platform and routing outbound calls from zoom Phone platform to the PSTN. 
· Provide documentation and support with phone registration. 
· Engage Zoom support on behalf of the customer for any issues that arise during onboarding or in production. 
· Purchase of licensing on customer behalf. 

· Customer Responsibilities  
· Configuration of call routing, including Auto Attendants, Call Queues, and Conferencing, unless professional services were purchased. 
· Internal-only extension dialing can be configured to use 3-digit or 4-digit extensions, per agreement unless professional services were purchased.
· Connectivity between clients (including phones) and Zoom Phone 
· Assistance with device provisioning on supported phone models/firmware including firmware upgrades if necessary. 
· Customer network setup in support of Zoom Phone (if necessary) 
· 3rd party devices (Door buzzers, overhead paging…) require discussions and approval with a CallTower Solution Architect.  Support for third-party devices will be provided on a best-effort basis. Troubleshooting and resolution will be limited to areas within the project team’s control, and functionality cannot be guaranteed for devices outside the contracted solution.  Third-party device integration and troubleshooting will be handled on a best-effort basis, without guarantee of resolution.

· Customer’s network setup and requirements 
· It is the customer’s responsibility to ensure their network is set up, fully operational, and all wiring is complete. This includes adjustments of firewall settings. 
· VLANs – Traditional deployments of phone systems sometimes place telephones on a separate voice-only VLAN for segmentation and Quality of Service. Zoom Phone works differently by combining audio, video, instant messaging, presence, conferencing, and screen sharing, then spreads these modalities between a computer running the Zoom client and sometimes an IP phone. Given this, CallTower recommends that Customers do not implement a separate VLAN for Zoom phone traffic and instead place all Zoom client machines (including phones) into the existing data VLAN. Direct access to the internet is the preferred configuration for Zoom.
· Bring Your Own Broadband (BYOB): Quality of Service (QoS) is greatly impacted by: LAN and WAN bandwidth, jitter, latency, packet loss, poor Internet connection, an inadequate router, and the Customer’s network being improperly configured. Quality of Service (QoS) for the Customer’s remote users will also be impacted by the items listed above. 
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The following outline details the customer expectations as part of the implementation process. Please note that other requirements may be identified by CallTower’s Implementation Project Manager based on the unique needs and circumstances of your organization. These will be communicated and documented during the project.
· Provide Necessary Information:
· Share organizational details such as contact lists, location addresses, and user roles.
· Submit technical information required for system setup, porting documentation, network diagrams and current communication infrastructure.
· Coordinate Internal Resources:
· Assign a project lead or main point of contact for the implementation process.
· Ensure relevant staff are available for meetings, training, and testing.
· Review and Approve Project Plans:
· Examine and confirm the implementation schedule and milestones provided by CallTower.
· Approve key decisions and changes as needed throughout the project.
· Prepare the Environment:
· Ensure workspace, equipment, and network are ready for installation and integration.
· Address any infrastructure upgrades or prerequisites identified during the planning phase.
· Participate in project activities:
· Participate in the kick-off call, scheduled calls, and all other meetings pertaining to this project.
· Participate in Training:
· Attend training sessions organized by CallTower for administrators and end-users.
· Distribute training materials and resources to all staff as needed.
· Test and Validate Solutions:
· Participate in system testing to confirm proper functionality.
· Report any issues or concerns promptly to CallTower’s Implementation Project Manager.
· Support Go-Live Activities:
· Assist with final preparations ahead of the official launch.
· Ensure all users are informed and ready for the transition.
· Ongoing Communication:
· Maintain regular contact with CallTower’s Implementation Project Manager.
· Provide feedback and updates as requested throughout the project lifecycle.


[bookmark: _Toc219213019]Implementation Timeline
CallTower’s IPM will use their best efforts to keep the implementation project on schedule. However, the Customer’s engagement, responsiveness, accuracy, and commitment directly impact the Project’s deliverables, dependencies, and timelines. If these factors result in delayed, incomplete, or on-hold tasks, the Project may be put on hold, and the assigned IPM may be removed until the necessary actions or information are provided to resume progress.

All project scheduling and timeline management will be coordinated through CallTower’s project management platform. Key milestones, task assignments, and due dates will be published within the platform, giving all stakeholders real‑time visibility into progress. The platform will also serve as the primary channel for project communication, updates, reminders, and collaboration throughout the lifecycle of the project.
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Customers are encouraged to escalate any issues they believe are not being handled appropriately to Service Delivery Management.  Customers are encouraged to use the following URL to ensure they have the most current information. Implementation Escalation Path.
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CallTower’s IPM will review the solution implemented with the Customer to confirm all services have been delivered.  The Customer will confirm the delivery of those services, and that testing, and/or the use of the services has verified their proper functionality.  If any services have not been delivered or are not operating per design, the Customer should address those outstanding items with the IPM.  Once the Customer has confirmed and accepted delivery of the implemented solution the IPM will close out the Implementation Project.


[bookmark: _Toc219213022]Helpful Links
CallTower has an online solution center that delivers useful articles, user guides, how-to videos, and self-help instructions.  It is the fastest way to get answers to your questions.  
Here are links to some useful articles that will help you through your implementation: 



· 
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· CallTower training resources
· Cisco 
· CT Cloud Voice
· Microsoft Teams
· Microsoft Teams auto attendant and call queue setup 
· Microsoft Teams implementation information
· Microsoft Teams network requirements
· Microsoft Office 365
· CT Cloud Fax- User Guide
· Zoom
· Connect
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