
Case Study
Contact Centre

Customer:  Vertex Solutions

Challenge:  To expand the existing call centre, upgrade the data infrastructure 

and enable voice over Internet protocol (VoIP) voice compression to grow local 

and overseas business

Solution:  The implementation of a next generation, industry-leading Nortel 

contact centre solution, core network Ethernet routing switch and IP trunk 

technology including the Nortel Meridian 1 PBX 81C, Nortel Call Center Server 

Release 5.0, Nortel Ethernet Routing Switch 8600, Nortel Ethernet Switch 450, 

Nortel IP Trunk and Nortel M3904 Desktop Telephones

Benefit:  The secure, reliable and scalable communications infrastructure from 

Nortel provides future-proof technology to support Vertex Solutions’ vision of 

being recognised as one of the world’s best-in-class BPO and CRM organisations

Vertex Solutions

A leading Philippines-based provider 

of business process outsourcing and 

customer relationship management 

services was formed by a team of 

entrepreneurs and professionals with 

proven track records in the CRM 

and HR industries to compete in the 

huge and rapidly evolving outsourced 

services market.  The company serves 

the local market as well as the United 

States and Asia Pacific region.

>

> ASSISTING TO GROW BUSINESS

> OUTSOURCING OPERATIONS



A secure, reliable and scalable communications infrastructure is the backbone of a 

successful business process outsourcing (BPO) operation – and Vertex Solutions, a 

leading Philippine-based provider of BPO and customer relationship management 

(CRM) services, is relying on technology from Nortel to help deliver the greatest 

value to its clients and their customers in the United States, Asia Pacific and in its 

home market.

The Situation

When Vertex launched its initial CRM service in the Philippines in June 2002 

from its new, purpose-built call centre facility in Manila’s high-profile Wynsum 

Corporate Plaza, its operation was based on a Nortel Meridian 1 PBX 61C and a 

Symposium Call Center Server from Nortel.

“When we were building the call centre facility we did the usual technology 

evaluation and chose Nortel as our supplier,” said Alejandro Fusingan, Executive 

Vice President and Chief Operating Officer at Vertex Solutions.  “From the word 

‘go’ we wanted to hit the ground running and Nortel gave us that capability.”

The Philippines is the third largest English speaking nation in the world, with a 

skilled labor force of 29 million, a literacy rate of 94 percent, a strong American-

English fluency and strategic government support for outsourced calls.  The 

industry is growing rapidly, with the country’s Department of Trade and Industry 

projecting 100 percent growth per annum.

Two years after start-up, based on industry momentum and building on its own 

business success, Vertex decided that the time was ripe to significantly expand its 

operation.  The aim was to create a platform to grow beyond CRM and inbound 

services like technical support, to the broader spectrum of BPO, including not 

only contact centre services but other profitable off-shore activities such as data 

processing, medical transcription, back-office financial services and other Internet 

based applications and email and web chat solutions.

To grow its businesses, Vertex needed to upgrade its existing call centre operation 

to the next level of Nortel PBX and contact centre technology.  “We had some 

major business in the pipeline,” said Fusingan, “and this meant rapidly lifting our 

agent head-count from 300 to 700.”

Unlike most other Philippines BPO operations, Vertex focuses on working with 

customers that can keep its contact centre up, running and productive 24x7.  “We 

tap into the local market, leveraging our agents and infrastructure to serve Filipino 

customers during the day and overseas customers at night, when we make our data 

feeds to the United States,” he added.  “We choose our clients carefully, so they 

don’t overlap in terms of time zones.  In this way we draw maximum productivity 

from our facility and personnel.”

“In the outsourcing 

business, your 

customers need to 

be able to trust you 

and to entrust their 

customers to you ... 

it’s a trust/trust 

business ... your 

customers need to be 

comfortable with the 

technology you are 

using.”

>Alejandro Fusingan

Executive Vice President and 

Chief Operating Officer

Vertex Solutions



Vertex also wanted to upgrade its data infrastructure with a core Internet 

switch for its local area network (LAN) to support its growing email and web 

chat services support business, as well as create a platform that would enable 

future migration to voice over IP (VoIP).  “One of the reasons we wanted to 

go that way is that for us to remain competitive we have to bring down our 

telecommunications costs,” said Fusingan.  “Then we can pass on the savings to 

our customers.”

With an eye on establishing a competitive advantage in the US market where 

it is still a relatively new player, Vertex is actively working to become the first 

outsourcer in the Philippines to acquire the Customer Operations Performance 

Certification (COPC) 2000 standard of excellence which defines and measures 

performance in terms of service, quality and efficiency.

Technology is also a factor in overseas competitiveness and because VoIP would 

enable Vertex to cost effectively compress voice traffic coming from the US to 

Manila, Fusingan required a Nortel solution that would enable complete and 

transparent integration with the systems used in Manila, particularly since, on the 

US side, routers from another vendor will be involved.

Trends & Technologies, a leading Philippines IT and communications solutions 

provider and a Nortel channel partner, evaluated Vertex’s requirements and 

recommended a solution that successfully met Fusingan’s needs.  As well as 

implementing the solution, Trends & Technologies will provide Vertex with 

ongoing support.

> Solution Snapshot

•	 Nortel Meridian 1 PBX 11C - for delivery of voice and converged VoIP communications

•	 Nortel Symposium Call Center Server Release 5.0 - for next generation call centre 

environments

•	 Nortel Ethernet Routing Switch 8600 - to enable fast and efficient traffic classification, policy 

enforcement and quality of service

•	 Nortel Ethernet Switch 450 - to provide high-density, high-performance switching and desktop 

connectivity

•	 Nortel IP Trunk- to provide integration between the Meridian 1 PBX and the IP network as well 

as packetisation, compression and transport of data, voice, video and fax traffic

•	 Meridian Desktop Telephone M3904 - a multi-line digital phone supporting up to 12 lines, 

offering the largest display in its class and featuring a wide variety of user-selectable options

“Nortel gives us 

the leverage we 

need to grow our 

business – through its 

technology innovations 

in telephony and 

networking, and its 

global leadership in 

call centre systems”

>Alejandro Fusingan

Executive Vice President and 

Chief Operating Officer

Vertex Solutions



The Solution - Nortel Next Generation Technologies

•	 Contact centre expansion - the installation of a top-of-the-line 

Nortel Meridian 1 PBX 81C enabling the delivery of voice and VoIP 

communications for large enterprises requiring from 200 to 16,000 lines.  The 

expansion features a broad set of applications and attributes, including digital 

and IP phones, traditional and unified messaging, IP gateways, PC-based call 

management, 802.11 wireless communications, intelligent remote solutions 

and support for multimedia applications

•	 Contact center software upgrade – Nortel Call Center Server Release 5.0 

- for contact center environments requiring sophistication and differentiation 

in the care offered to their customers.  Features include skill-based routing, 

call treatment flexibility, real-time displays, multimedia routing and 

comprehensive management as well as historical reporting functionality

•	 Data infrastructure upgrade – the implementation of a Nortel Ethernet 

Routing Switch 8600, a scalable, reliable, secure, intelligent core network 

routing solution enabling fast and efficient traffic classification, policy 

enforcement and quality of service (QoS).  The Switch has recently received 

VoIP interoperability certification by the US Defense Department’s Joint 

Interoperability Test Command.  Additionally, the implementation of 

the Nortel Ethernet Switch 450 designed to provide high-density, high-

performance switching for large networks, including 100 Mbps desktop 

connectivity to each user and Gigabit Ethernet uplinks to the network 

backbone

•	 VoIP voice compression from the US – a Nortel IP Trunk to provide 

integration between the Nortel PBX and the IP network for the efficient 

packetisation, compression and transport of data, video, voice and fax traffic 

over a converged architecture

•	 Desktop telephone - the Nortel Desktop Telephone M3904, a multi-line 

digital phone supporting up to 12 lines, offering the largest display in its class 

and featuring a wide variety of user-selectable options, was selected

Realising a Vision for the Future

To Vertex, the essential benefit of its technology upgrade is that the company is 

now ready for the future.

“Our vision is to be recognised as one of the world’s best-in-class BPO and CRM 

organisations,” said Fusingan. “Everything we do at Vertex is guided by our core 

values of excellence, service, integrity and partnering with our customers.  They 

shape our decisions and they drive our actions.  At Vertex, we are proud to serve 

“For us to remain 

competitive we have to 

bring down our 

telecommunications 

costs, then we can 

pass on the savings to 

our customers.”

>Alejandro Fusingan

Executive Vice President and 

Chief Operating Officer

Vertex Solutions



and inspired to excel.  And now we’re ready to advance to the next level of business 

success.”

“In the outsourcing business, your customers need to be able to trust you and 

to entrust their customers to you;  it’s a trust/trust business,” said Fusingan.  

“When I say ‘trust’, I mean that your customers need to be comfortable with the 

people you hire, with the people who are managing the business.  They need to 

be comfortable with your processes, and they need to be comfortable with the 

technology you are using.”

“Nortel gives us the leverage we need to grow our business – through its 

technology innovations in telephony and networking, and its global leadership in 

call centre systems – and once our customers are comfortable with what we have 

to offer, in terms of people, processes and technology, we can provide them with 

the highest quality of outsourcing services at the most competitive price.  That is 

the whole concept of Vertex.”

> About Vertex Solutions

Vertex Solutions Philippines was formed by a team of entrepreneurs and professionals, led by Paul 

Santos, with proven track records in the CRM and HR industries to compete in the huge and rapidly 

evolving outsourced services market.

Vertex serves the local market as well as leveraging the low-cost, high talent labour pool in the 

Philippines to service developed markets like the United States and Asia Pacific region.

Providing both inbound and outbound call centre services, Vertex aims to be recognised as the 

world’s best-in-class BPO, serving global markets from operations in strategic locations, delivering 

exceptional and sustainable value to its clients, employees, shareholders and partners.

“Our vision is to be 

recognised as one of 

the world’s best-in-

class BPO and CRM 

organisations ... and 

now we’re ready to 

advance to the next 

level of business 

successs.”

>Alejandro Fusingan

Executive Vice President and 

Chief Operating Officer

Vertex Solutions



Nortel is a recognised leader in delivering communications capabilities that enhance the human 
experience, ignite and power global commerce and secure and protect the world’s most critical 
information.  Serving both service provider and enterprise customers, Nortel delivers innovative 
technology solutions encompassing end-to-end broadband, Voice over IP, multimedia services and 
applications and wireless broadband designed to help people solve the world’s greatest challenges.  
Nortel does business in more than 150 countries.  For more information, visit Nortel on the Web at 
www.nortel.com.
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