
OVERVIEW AND RESULTS
To improve call quality in Asia Pacific, Client Instant Access changed its public 
Internet-based model to an architecture using IZO™ Private Connect from Tata 
Communications. The advantages are:

• Services are deliverable and scalable in days rather than months, astounding 
customers with speedy execution

• Up to five complaints weekly from customers in Singapore have been reduced 
to zero, while quarterly unique calling sessions have risen by 20 per cent

• The IT team has saved significant time, which it can use to focus on value-
added activities

• The customer service department has seen a sharp decrease in quality 
complaints and more positive customer interactions

• Effort on troubleshooting customer issues has plummeted, saving staff costs 
and releasing time to focus on value-added activities

Finally, as further evidence, a surveyed customer paid the service an 
unprompted compliment by noting overall call quality had markedly improved.

“The choice of Tata Communications 
reflected its global presence. Its ability 
to hook in anywhere in the world and 
terminate calls locally was paramount.”
JOSE CHAVEZ, NETWORK ADMINISTRATOR, CLIENT INSTANT ACCESS
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LINKED TO CARRIER GATEWAYS 
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IZO™ PRIVATE CONNECT INNOVATION VASTLY 
IMPROVES SERVICE PROVIDER’S CALL QUALITY

About the customer
Founded in 1997, Client Instant 
Access LLC is headquartered in 
Fairfield, New Jersey. Its state-
of-the-art conferencing, dialling 
and messaging services have 
made it a telecoms industry 
leader and provider of choice 
on Wall Street and for financial 
institutions around the world. 
With around 100 professionals, 
it runs a 24-hour customer 
service support centre.

As a global voice solutions 
provider offering cloud portals, 
along with APIs that enable 
clients to integrate Client 
Instant Access systems with 
their own user interfaces (either 
third-party or in-house), the 
company offers the best of 
all worlds.



RELIABLY SUPPORTING A NETWORK FIRST 
The Client Instant Access deployment was the first time IZO Private Connect was 
used to carry voice services. Extensive proof of concept testing carried out first by 
the Tata Communications product management and delivery teams mitigated the 
risk. It was that thoroughness that convinced Client Instant Access to proceed with 
the deployment.

“We heavily rely on the Tata Communications support team in Virginia,” says 
Brad. “It’s an excellent source of help to ensure everything’s on schedule. That’s a 
great benefit in times of need. Overall there’s a sense of constant communication. 
That’s critical.”

With that success, Tata Communications Ethernet and MPLS services were used 
to link Tata Communications Global SIP Connect with Client Instant Access voice 
services in the US. With multiple Client Instant Access service layers, those secure 
Tata Communications VPN connections can instantly invoke new voice features like 
multi-party audio conferencing.

SMOOTH TRANSITION MOVED AT PACE
The transition to IZO Private Connect was smooth and demanded little from 
the Client Instant Access team. Tata Communications handled everything from 
beginning to end and provided full information on the AWS connection. Says Jose: 
“It was just a matter of applying new settings and assigning new IP addresses. 
We really appreciated the speed and effortlessness of the turnaround. It was a 
great experience.”

Tata Communications uses structured service delivery with automated systems 
managing remote resources for circuit orders. “Even if there’s a delay,” says Brad, 
“they have an excellent method for reaching out to those resources and making sure 
everything goes at the pace we need it to. Issues at the top of our priority list are 
unfailingly escalated, which gives us peace of mind.”

CHALLENGE
Client Instant Access delivers state-
of-the-art conferencing, dialling 
and messaging services. It’s a 
provider of choice on Wall Street 
and for financial institutions and 
other industries around the world. 
With the fastest and most reliable 
systems in the marketplace it also 
offers reporting, compliance and 
database management tools that 
rival more expensive systems.

Originally focused on the North 
American market, globalisation and 
the sheer popularity of its offer 
have fuelled worldwide demand 
for its products and services. A 
complex mix of point-to-point 
TDM circuits and physical servers 
in inflexible data centres wasn’t 
sufficiently agile to address that 
exploding market.

Brad Schwartz, Information 
Technology Project Manager 
at Client Instant Access, says: 
“Meeting that business growth 
would take an innovative 
architecture.”
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“We heavily rely on the 
Tata Communications 
support team in 
Virginia. It’s an excellent 
source of help to 
ensure everything’s 
on schedule. That’s a 
great benefit in times 
of need. Overall there’s 
a sense of constant 
communication. 
That’s critical.”
BRAD SCHWARTZ, INFORMATION 
TECHNOLOGY PROJECT MANAGER, 
CLIENT INSTANT ACCESS



SIGNIFICANT RETURN ON INVESTMENT
Client Instant Access strives to ensure customers’ calling experiences replicate the 
quality of standard landlines. Brad explains: “Call quality is crucial to us. So in those 
terms, we see the return on investment from the Tata Communications solution - 
with customer complaints now reduced to zero.”

With IZO Private Connect, the company has seen effort on troubleshooting 
customer issues plummet. That’s saving the IT team significant amounts of time, 
which it can use to focus on value-added activities.

“Migrating into the cloud significantly reduces costs by eliminating the need to 
maintain physical servers and data centres.” Brad adds. “The ability to rapidly 
provision voice services across the globe is invaluable. The Tata Communications 
global presence really complements that.”

ASTOUNDING SPEED OF PROVISION AND SCALABILITY
The IZO Private Connect service was delivered in 15 business days compared 
with the 30 business days originally quoted. Configuration and deployment by 
Client Instant Access took only a couple of days after that. Jose says: “The rapid 
turnaround Tata Communications achieves for international service solutions is 
much appreciated.”

Scaling up and increasing bandwidth happens in a matter of days with IZO Private 
Connect in place. Virtual servers in the Amazon cloud cut cost and the delays of 
sourcing physical servers. Both these factor mean time to market has been cut 
from months to days, so Client Instant Access can astound its clients with speedy 
service provision.

“Facing increasing business we have full confidence we can scale to meet demand 
in virtually any timescale our clients throw at us,” says Brad.

CUSTOMER COMPLAINTS VIRTUALLY EVAPORATE
Prior to adopting the IZO Private Connect service, Client Instant Access was 
fielding between three and five complaints weekly from customers in Singapore. 
These were mainly concerned with choppy line quality (due to packet loss, jitter, 
and excessive latency).

Since the introduction of IZO Private Connect, the customer service department 
has seen complaints drop to zero along with more positive customer interactions. 
In a three-month period in 2015, a group of Asian end-users made 581 unique 
calling sessions. After the move to IZO Private Connect the company saw an almost 
20 per cent increase in usage in the following quarter.

Brad relates: “During a recent customer service follow-up call seeking feedback 
on user interface enhancements, an end user spoke highly of that enhancement. 
They paid the service a further compliment by noting overall call quality had 
markedly improved.”

SOLUTION
Relying on the public Internet to 
carry its voice traffic, Client Instant 
Access invited SIP solution bids. 
Tata Communications was chosen. 
That arrangement was soon 
extended to a Global SIP Connect 
service linked to a London-based 
Tata Communications voice switch 
running over MPLS to Client Instant 
Access data centres in London and 
Hong Kong.

Continued growth in Asia Pacific 
saw that network reach Singapore. 
“We had to build infrastructure 
to meet the needs of customers 
around the globe,” adds Brad. 
However, problems were quickly 
revealed in the local public 
Internet-based model. “We 
started to get a number of call 
quality complaints, especially in 
Singapore,” Brad says.

A wholesale systems change saw 
Client Instant Access move its 
voice servers into the Amazon 
Web Services (AWS) cloud, 
while an IZO Private Connect 
service in Singapore from Tata 
Communications was chosen to 
overcome the call quality problems.

Jose Chavez, Network 
Administrator, says: “The choice 
of Tata Communications reflected 
its global presence. Its ability to 
hook in anywhere in the world 
and terminate calls locally was 
paramount. It was also faster than 
its competitors, which speeds our 
time to market.”
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“Our capacity to expand what we have and add more systems to handle a far 
greater number of calls is simply amazing. That level of flexibility is wonderful.”
JOSE CHAVEZ, NETWORK ADMINISTRATOR, CLIENT INSTANT ACCESS
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About IZO™ Private Connect
IZO™ Private Connect links businesses 
to cloud services over their existing Tata 
Communications MPLS or Ethernet-
based Global VPNs. Through global 
partner interconnect arrangements 
under the AWS Direct Connect program 
and Microsoft® Azure™ ExpressRoute 
companies now have access to a one-
stop-shop. That offers end-to-end Tata 
Communications cloud management to 
ensure peerless network performance.

As part of a cloud enablement platform, 
companies using IZO™ Private Connect 
tap into an entire global ecosystem 
that provides secure, high-performance 
connections between enterprises, cloud 
service providers, and third party data 
centre partners.

GREAT FLEXIBILITY WITH ASSURED RESILIENCE
Client Instant Access uses IZO Private Connect links to its voice servers in 
the AWS cloud in Singapore and Tata Communications Global SIP Connect 
in Singapore. Hence, Tata Communications now brings voice services for 
Client Instant Access both from their own servers and AWS resources to 
Global IP Connect gateways in the US and Singapore via Ethernet, MPLS 
and IZO Private Connect services.

Says Brad: “Now our voice traffic is direct and resilient, with a choice of 
diverse connectivity. There’s negligible packet loss or jitter and little latency 
versus the public Internet.”

With the model proven by the Singapore experience, the company has 
plans to implement IZO Private Connect in multiple global locations. These 
include connecting AWS in Dublin to the London-based voice switch, and 
AWS in Tokyo to the Hong Kong-based voice switch.

Jose concludes: “Our capacity to expand what we have and add more 
systems to handle a far greater number of calls is simply amazing. That 
level of flexibility is wonderful.”

About Tata Communications

Tata Communications Limited (CIN no: L64200MH1986PLC039266) 
along with its subsidiaries (Tata Communications) is a leading global 
provider of A New World of Communications™. With a leadership 
position in emerging markets, Tata Communications leverages its 
advanced solutions capabilities and domain expertise across its 
global and pan-India network to deliver managed solutions to multi-
national enterprises, service providers and Indian consumers.

The Tata Communications global network includes one of the most 
advanced and largest submarine cable networks and a Tier-1 IP 
network, as well as nearly 1.5 million square feet of data centre and 
collocation space worldwide. 

Tata Communications’ depth and breadth of reach in emerging 
markets includes leadership in Indian enterprise data services and 
leadership in global international voice.

Tata Communications Limited is listed on the Bombay Stock 
Exchange and the National Stock Exchange of India. 

www.tatacommunications.com |      @tata_comm  
http://tatacommunications-newworld.com | www.youtube.com/tatacomms
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For more information, visit us at www.tatacommunications.com.

Contact Us


