CANADIAN
HOSTED PBX SERVICES
MARKET REPORT

A report on Hosted IP Voice and UC Services in Canada

2017 EDITION

NBI / MICHAEL SONE

ASSOCIATES INC.

www.nbicanada.com



NBI/Michael Sone Associates, Canadian Hosted PBX Services Market Report, 2016 Edition

TABLE OF CONTENTS
Section Page
EXECUTIVE SUMMARY ..ottt sttt sne st ane s e 1
SECTION 1: INTRODUCTION & INDUSTRY BACKGROUND..........cccovnirininnne 3
00 R {1 oo (1T 4 o] o OSSR OUSRPSPPSN 4
1.2 INduStry BaCKgroUNG .........cooiiiiiiiieiieiesise e 5
1.3 HOW HPBX ServiCeS WOIK........ccciiieiieiiiie e 7
1.4 ComPpetitiVe LaNUSCAPE ... ...ccveieieieiie ettt 10
1.4.1 SEIVICE PrOVIUEIS ..o.vviviiiieiieiesie sttt sttt 10
1.4.2 Application Server SOftware VENAOrS .........ccccceveririninieieienenesiesieseeieas 11
1.4.3 KTS/PBX/IP-PBX ManUFACUIEIS .......ccouerierierieiiisiesiiseseeeesie e 14
1.4.4 Interconnects & SysStems INtEGrators .........cccecvvrieiinieneenise e 15
1.5  Types of HOSEd PBX SEIVICES ......cciiiiiiiiiiieieie et 15
1.5.1 SMall BUSINESS SEIVICES. ....cueiveiiiiiiriiaiieiieieiesie ettt sie e eneas 15
1.5.2 Mid-Market & ENterprise SEIVICES ........ccoviererereiiieeieese e 16
1.6 Drivers of HOStEd PBX SEIVICES........coviieiieieiiesieeieseesieeie e seeeeesseeseeeneesneeses 16
1.6.1 LOWEE TCO ettt 16
1.6.2 Improved buSiNeSS CONTINUILY .........ccoovriiiirieieiesese e 18
1.6.3 Flexibility and scalability.............cccccooviiieiiiie e 18
1.6.4 Outsourced and fully-managed SOIUtIONS...........ccocoviiiniiicie s 18
1.6.5 Reduced risk Of ODSOIESCENCE ........cvvieiiiiieie e 19
1.6.6 Enhanced features, application integration and FMC.............cccccvvvvivennnns 20
SECTION 2 MARKET OVERVIEW.......ccco ittt 21
2.1 Market At-A-GIanCe ..o 22
2.2 MATKEt OVEIVIBW ...ttt ettt sttt nne s 24
2.2.1  2015-2017: Review and ProjeCtion ..........ccocecvvviveiieieerenenesiesesesiesenneas 24
2.2.2  The Market 10 2019 ........ccoiiiiiiiieieiere e 25

UNAUTHORIZED REPRODUCTION PROHIBITED



NBI/Michael Sone Associates, Canadian Hosted PBX Services Market Report, 2016 Edition

TABLE OF CONTENTS (cont'd)

Section Page
P B |V - [ g N =] T IS 26

2.3.1 Integration with more advanced communication .............ccccecceevereeviesnenne. 26

2.3.2 More enterprise-level functionality...........ccocoiiiiiiiniiiiic s 27

2.3.3 Mobile adoption. ......c.eeneiiniei e 27

2.3.4 Better integration With DUSINESS 8PPS......ccverveririririnieienese e 29
SECTION 3: SERVICE PROVIDER PROFILES.......ccccoiiiiieiieeceese i 30
3.1 AIISIIEAM = ZAYO ...oveevecie et 31
3.2 DADYTEL it et ane s 42
3.3 Bell Canada.....cooieieieie e 47
3.4 BroadConnect TEIECOM........cciiiiiieiieie et 54
35 IMISTEL et 59
3.6 ONECONNECT SEIVICES ...vovviiieieieieeiie st eiesee e e see e ste e e nee e teeneesreenteeneesreesreenee e 64
3.7 PriMUS CANAUA ...c.eeuveieieciisieeiee ettt b nne s 69
3.8 ROQGErs COMMUNICALIONS ......couiiiiiiiiiiieite sttt 74
3.9 SNAW BUSINESS....c.eiuieieiieitisiesieeieeie ettt sttt nbe st benrenneas 80
L0 TELUS oottt ettt ettt renrenraenes 86
3.11  ThinkTel ComMMUNICALIONS .....covveiiieiieie e 100
K T0 7 U 1 o] | 2SR 106
313 VBISALUIE ..ttt sttt et e e esnneene e 111
APPENDIX: Service Attribute Comparison MatriX...........ccccoeevieviiieiieie e 117

UNAUTHORIZED REPRODUCTION PROHIBITED



NBI/Michael Sone Associates, Canadian Hosted PBX Services Market Report, 2016 Edition

LIST OF EXHIBITS

Exhibit Page
2.1  Industry Revenues by Service Provider, 2015-2019 ..........ccocoviiiiiinicnenn, 22
2.2 Market Shares of Revenues by Service Provider, 2015-2019...................... 22
2.3 Number of Users/Seats by Service Provider, 2015-2019...........ccccccevvvennne. 23
2.4 Market Shares of Users/Seats by Service Provider, 2015-2019................... 23
3.1  Allstream-Zayo Results and Forecasts, 2016-2018...........cccccccvvevivereinennnn, 31
3.2 Allstream-Zayo Hosted PBX Service AtributesS.........cccevvrveiiverveieniennnn, 39
3.3  babyTEL Results and Forecasts, 2016-2018.............ccevverivnieiieeneeieseeneenn, 42
3.4  babyTEL Hosted PBX Service AtribDULES........cccevveieiiieiiiie e 45
3.5  Bell Results and Forecasts, 2016-2018 ..........cccceevveevieiiieeiie e 47
3.6 Bell Hosted PBX Service AtrDULES ........cccvevieiiiciiecrec e 52
3.7  BroadConnect Telecom Results and Forecasts, 2016-2018.............c...c........ 54
3.8  BroadConnect Telecom Hosted PBX Service Attributes............cccccvvevveenee. 57
3.9  Iristel Results and Forecasts, 2016-2018...........ccccceeveeeieevie e 59
3.10 Iristel Hosted PBX Service AttribDUteS..........cccccvevvieeiie i 62
3.11 OneConnect Services Results and Forecasts, 2016-2018 .............cccceeevvnee. 64
3.12 OneConnect Services Hosted PBX Service Attributes ..........cccoevveeeveevneennee. 67
3.13  Primus Results and Forecasts, 2016-2018...........ccccceveeevreeiieiireeiieecree e 69
3.14  Primus Hosted PBX Service AttribDULES........cccoeicviiiiiii e 72
3.15 Rogers Results and Forecasts, 2016-2018..........c.cccoevvrieeririnniienree e, 74
3.16 Rogers Hosted PBX Service AtrDULES. .........ccooiiiiiiii e 78
3.17 Shaw Results and Forecasts, 2016-2018 .........cccccceeveeeireeiie e 80
3.18 Shaw Hosted PBX Service AttributeS........cccccoveiiiiiiiciee e 84
3.19 TELUS Results and Forecasts, 2016-2018...........cccccvveevreeiieiireecieecree e 86
3.20 TELUS Hosted PBX Service Attributes — Business Connect...................... 94
3.21 TELUS Hosted PBX Service Attributes — Cloud Collaboration.................. 96
3.22 TELUS Hosted PBX Service Attributes — Skype for Business................... 98
3.23 ThinkTel Results and Forecasts, 2016-2018 ...........cccceevveeeiieeeiiee e 100
3.24 ThinkTel Hosted PBX Service AttribUutes.........ccceoveiiiiee i 104
3.25 Ubity Results and Forecasts, 2016-2018...........ccccceevieiiievie e 106
3.26  Ubity Hosted PBX Service AttriDULES........ccccoveieeieeieceece e 109
3.27 Versature Results and Forecasts, 2016-2018 ...........cccccevevieiieeiieeciee e, 111
3.28 Versature Hosted PBX Service AttribULES .........cocvveveeiiieeiie e 115

UNAUTHORIZED REPRODUCTION PROHIBITED



NBI/Michael Sone Associates, Canadian Hosted PBX Services Market Report, 2016 Edition

About this Report

NBI/Michael Sone Associates’ Canadian Hosted PBX Services Market Report: a
Report on Hosted IP Voice & UC Services in Canada, 2017 Edition continues our
coverage of the Canadian market for hosted voice and unified communications services by
examining the current state, size and composition of the market. In a hosted environment,
such services provide organizations with many of the basic functions of a Private Branch
Exchange (PBX) product such as accepting in-bound calls over a main number, switching
calls to the correct destination, recording and playing back voice mail messages, placing
out-bound calls from employee telephone stations and administrating the system from a

central location.

There are multiple audiences for this report, including:

¢ Service providers currently or considering offering hosted PBX & UC services;

¢ Networking equipment manufacturers offering application servers;

¢ Networking equipment manufacturers offering business telephone systems including
key systems, PBXs, and IP-PBXs;

¢ Interconnects and Value Added Resellers (VARS) that sell, install and service business
telephone systems and associated network services; and,

¢ New entrants focused on Internet, data and VoIP services such as cablecos, ISPs, ITSPs

and VolIP service providers.

This report is organized into three sections.

Section 1, "Introduction & Industry Background", presents an introduction to hosted PBX

& UC services, industry background, the competitive landscape, types of HPBX & UC
services, and the business rationale.
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Section 2, "Canadian Market Overview", shows the state of the market as of the third
quarter of 2017, along with size and share analysis for a five-year period (2015-2019) based

on revenues and seats. A discussion of major market trends is included.

Section 3, "Service Provider Profiles”, presents descriptions of 13 leading providers of
hosted PBX services. Two exhibits appear in each profile in this year’s report: at the
beginning of each profile we provide a three year view (2016-2018) of seats and revenues,
while at the end we provide a list of service attributes, much of which is included in the

Appendix (discussed in the next paragraph), but in more detail.

Finally, an Appendix that provides a comparison of features and other service attributes
between the companies profiled in this report. To facilitate the comparison, providers are
grouped based on their main target market (large, medium or small firms). This can serve
as a reference for competitors and customers alike in assessing the various providers’

offerings.

This report is part of NBI/Michael Sone Associates’ series of research reports on the
Canadian telecommunications industry. Our other reports cover SIP Trunking, Cloud
Computing, Data Centre Hosting, Data Communications, 10T, Managed Security Services,
Wireless Services, Enterprise Mobility Management & BYOD, Internet Services and
Digital TV Services.
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