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When Mason-McDuffie Mortgage Corporation in San Ramon, California, 
started having issues with their VoIP provider, their Senior Vice President 
responsible for IT realized he had to act fast. After extensive research and 
analysis, he turned to 8x8 Virtual Office business phone service. 

The Value of VoIP
Jason Frazier, Senior Vice President of Prime Services at Mason-McDuffie Mortgage 
Corporation in San Ramon, California, is no stranger to VoIP services. 

Before joining Mason-McDuffie full time in 2009, he spent several years managing 
IT at Clarium Capital Management LLC, a global macro hedge fund. As Senior Vice 
President of IT and Security, Frazier helped some of Clarium’s portfolio companies 
evaluate and successfully implement hosted VoIP phone systems.

Because of this positive experience with hosted VoIP services, Frazier didn’t hesitate to 
engage the same VoIP service provider when he moved to Mason-McDuffie, a mortgage 
company originally founded in 1887 and now co-owned by his family.

Mason-McDuffie wanted to take customer service to the next level by completely 
overhauling their legacy IT infrastructure, including their phone system.

“Looking at all the Mason-McDuffie branch offices, I realized that if we switched to 
hosted VoIP services, we could reduce our telephone costs by up to 60% and get 
access to more phone features,” he says. “Also, when we needed to get a new branch 
up and running, we could do it in two weeks instead of two months—with no upfront 
equipment costs or phone techs required.” 

Initially, Frazier seemed to duplicate his prior success.

“At first our VoIP phones worked fine,” Frazier recalls. “Call quality was good, and 
our costs were coming down. Whenever I needed support, the account rep was 
very responsive.”

But within 10 months, the situation deteriorated dramatically.
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Trouble in Paradise
“Our former service provider started having outages. Sometimes the outages lasted 
for a few minutes; sometimes they lasted for a whole day. Often they happened on 
weekends, so we would come to work Monday morning and all our phones would be 
dead. That meant we had to reboot the phones before opening for business, which 
was a hassle.”

With response times stretching to two days, Frazier became frustrated.

“We are very heavy phone users, and cannot be without phone service for extended 
periods. I complained to my account rep, and she forwarded my complaints onto 
management, but I never heard back from her directly.”

Frazier began blogging about the outages at jcfrazier.wordpress.com. This led to a 
meeting with the service provider’s CEO and a one-time credit for the downtime 
Mason-McDuffie had experienced. 

Despite repeated assurances from the CEO and other executives that improvements 
were being made, the outages continued. Finally Frazier posted in his blog: “I informed 
their CEO that I have no choice but to move our Hosted VoIP PBX business to another 
provider. I just simply cannot afford anymore downtime and I have no confidence that 
they can keep their systems up.”

Evaluating New VoIP Providers
This time around, Frazier carefully evaluated a number of hosted VoIP service providers 
before making a decision. He also developed the following list of selection criteria, in 
order of priority:

•	Quality of voice service 

•	Customer service and support 

•	Service Level Agreement (SLA) 

•	Cost 

•	Verifiable references 

•	Web interface and management

•	Enterprise PBX features 

•	Use existing phones

•	Number portability 

•	Unified communications 

Frazier’s due diligence included checking references, online reviews, company financial 
reports, product features and specifications, available case studies, and better business 
bureau ratings. 

 Phones are 
absolutely critical to our 
daily workflow. Not being 
able to receive or make 
calls can be disastrous to 
sales and to the reputation 
of our company. Choosing 
the right phone service 
provider is essential.”

—Jason C. Frazier 
Senior Vice President 
Prime Services Group 

Mason-McDuffie Mortage

http://jcfrazier.wordpress.com
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Zeroing in on 8x8
Within three days, Jason had honed in on 8x8 for a full evaluation. In his blog, he noted these selling points as being key to his decision.

Support – Support hours are 5am – 9pm PST, which is far greater than what my previous service provider offered. The response I have 
received thus far has been awesome. I also like the fact that their support is California based. I have a personal Account Rep with 8x8 
that I can contact at any time. And because I am a larger account, I also have a personal support team that I can call directly.

Technology – 8x8 has HD Audio, quality phones, and they own/operate the technology backed by patents. There are also many 
more features that are provided that my previous service provider doesn’t even come close to. 

Phone Exchange Program – Our current phones will not work with 8x8. However, they provide a generous trade-in program that 
enabled us to exchange our old phones for high-quality Polycom phones that we like much better. 

References/Reports – 8x8 provided me references who told me what problems they had along with the good. Every provider has 
issues at one time or another, but the downtime was an absolute minimum. From the people I talked to, including people I found 
by myself, they were all very happy with the service. 8x8 customer support was rated very high. There was also a very positive 
independent report published by a company who tested the service. 8x8’s A+ Better Business Bureau rating was also nice to see. 

Cost – With all the new features, new phones, and better service we will actually be saving money. 

Company Strength – 8x8 is a public company traded on NASDAQ and they own their own patented technology. They also have 
reported record revenue results and are financially sound

The Voice of Experience
Frazier’s evaluation of 8x8 began in May 2011, and from the get-go he found 8x8 hosted VoIP service to be a huge improvement 
over his previous service. To start with, installation was extremely easy.

“All we had to do was plug in the 8x8 phones and enter an activation code,” he says. “With my previous service provider, we had to 
log in to the phones and set the time zone. Then I had to create my own dial plan, because if I didn’t, we had to use 10-digit dialing 
even within the same area code!”

Frazier also prefers the new Polycom phones Mason-McDuffie received through 8x8’s phone trade-in program.

“The Polycom phones are much better quality than what we had before. I also like that we can now activate features like call 
forwarding and call park right from the phone itself, without having to use the web interface.”

8x8’s online dashboard is another major upgrade, according to Frazier.

  8x8 hosted VoIP service includes apps for Android and the iPhone, and lets us sync 
in our Google and Exchange contacts, and it provides social media links to Facebook and 
Twitter, too. Basically, 8x8 integrates with everything that’s going on in the world of unified 
communications right now.”

—Jason C. Frazier 
Senior Vice President, Prime Services Group, Mason-McDuffie Mortage
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Find out how 8x8 can help your business. Call 1.866.862.2811 or visit www.8x8.com

“Before we switched to 8x8, I almost never used the web interface to access phone features because it was so low-tech,” he explains. 
“8x8’s web control panel has a well-designed user interface that gives me quick access to everything I need. I use it every day.”

As an IT professional tasked with enhancing Mason-McDuffie’s customer communications, Frazier considers 8x8’s mobile apps 
and social media integration to be stand-out features.

“8x8 hosted VoIP service includes apps for Android and the iPhone, and lets us sync in our Google and Exchange contacts,” he 
says. “And it provides social media links to Facebook and Twitter, too. Basically, 8x8 integrates with everything that’s going on in the 
world of unified communications right now.”

But most important from Frazier’s perspective has been 8x8’s service reliability and responsive customer support.

“8x8 service is great! Our phones work wherever we plug them in, and the HD voice quality is awesome—much better than the call 
quality we had before. 8x8’s customer support has also been above and beyond fantastic. I always get a quick response from my 
dedicated account team.”

What’s Next
Based on the success of 8x8’s initial rollout, Frazier plans to migrate the majority of Mason-McDuffie’s 232+ users to 8x8 hosted 
VoIP services over the next year. He sums up his experience this way:

“Not being able to receive or make calls can be disastrous to sales and to the reputation of your company. As a business owner your 
choices are to; deal with it, work with the vendor, or search for alternatives. This year, continued outages forced my hand to find 
another vendor. And thank the gods that it did. I am now using 8x8’s VoIP offering which provides me with a more reliable service, 
better call clarity, better customer service/support, better phones/options, and all at a better price. At an average I am reducing 
phone costs by 40%-60% per office. This experience of transitioning from my former VoIP provider, though painful and 
frustrating, had the positive result of us finding a better/cheaper voice solution,” says Frazier.

 All we had to do was plug in the 8x8 phones and enter an activation code. With my 
previous service provider, we had to log in to the phones and set the time zone. Then I had to 
create my own dial plan, because if I didn’t, we had to use 10-digit dialing even within the 
same area code!”

—Jason C. Frazier 
Senior Vice President, Prime Services Group, Mason-McDuffie Mortage

http://www.8x8.com

