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Survey Methodology

Data collected in second half of 2007
Primary survey base was the Webtorials 
communitycommunity

Essentially equal mix of end-users and service 
providers
Over 150 respondents included here

Users only
Completions only

W ld id lt
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Worldwide results
Approximately 65% North America

Details available at end of presentation

Key Findings

MPLS-based VPNs have made significant inroads 
into corporate networks

Many of these networks have moved from the test stageMany of these networks have moved from the test stage 
to the production stage

Users are relatively satisfied with their networks
Reliability, pricing, and timeliness in resolving issues are 
quite important issues with which users are not 
dissatisfied 
High-level satisfaction is qualitatively higher than more
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High level satisfaction is qualitatively higher than more 
detailed areas

There is still considerable room for improvement
Both on important and less important issues
This can provide a roadmap for product differentiation



Overall VPNs in Use
What type(s) of Wide Area Network (WAN) transport services are you currently using? 
(Please check all that apply.) 

Private IP VPN (non‐specific transport)

Dedicated (Private line)

Internet‐based VPN

MPLS‐based VPN

29%

50%

59%

61%

50% 10% 20% 30% 40% 50% 60% 70%

ATM

Frame Relay

Private IP VPN (non‐specific transport)

21%

28%

Deployment Stage
For the purposes of your answer in this questionnaire, which of the following best 
describes your current stage of MPLS deployment?

Investigating/ 
Studying
27%

Evaluating/ 
Testing
15%

Production
58%
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Importance and Dissatisfaction

Survey Respondents were asked about five areas
Current MPLS VPN Experience
Buying and Evaluation ProcessBuying and Evaluation Process
Delivery/Installation of Service
Support
Billing

Asked to rank the most important three factors for 
“Importance”
Asked to rank the two areas of greatest dissatisfied

Dissatisfaction indicates a problem
Responses normalized to compare with “Importance”
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Current MPLS VPN Experience
Which of the following are the most important aspects in your overall satisfaction and how 
dissatisfied are you with your MPLS VPN service?

Reliability

Simplicity / Ease of use

Selection/Flexibility of services offered

Appropriate service level agreements (SLAs)

Security

Availability (to range of locations)

Cost Reduction (Total Cost of Operation)

y
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0% 10% 20% 30% 40% 50% 60% 70% 80%

Web portal capabilities (Management)

Time to deliver new service/circuits

Mean time to repair (MTTR)

Simplicity / Ease of use

Normalized Dissatisfaction Importance



Relative Importance/Dissatisfaction
Bar graphs are meaningful, but also need to know

Whether the “Important” needs are being satisfied
Whether areas of “Dissatisfaction” are important

Methodology
Average ranking of “Importance” and “Satisfaction” calculated 
for each area
Difference from average Importance or Dissatisfaction 
calculated

Average of these values is 0 (Neutral) for relative importance and 
satisfaction

Plotted Importance versus Dissatisfaction for each areaPlotted Importance versus Dissatisfaction for each area
Vertical axis is inverted
Provides upper right quadrant where items are important and have 
low dissatisfaction
Example on following slide
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Importance/Satisfaction Matrix
‐1

Maintain;Monitor;

0

‐1 0 1

Important and lower
dissatisfaction

Relative Importance
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Not as important, but 
lower dissatisfaction
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Important and higher 
dissatisfaction

Improve;
Not as important, but 
higher dissatisfaction



Current MPLS VPN Experience
‐20%

‐10% Availability (to range 
of locations)

Mean time to 
repair (MTTR)

Webportal capabilities

Simplicity / 
Ease of use

Security

Reliability

Relative Importance

0%

10%

20%

30%

‐30% ‐20% ‐10% 0% 10% 20% 30%
of locations)

Selection/Flexibility 
of services offered

Appropriate service 
level agreements 
(SLAs)

Web portal capabilities 
(Management)

Cost Reduction (Total 
Cost of Operation)

Relative Importance
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40%

50%

60%

Time to deliver new 
service/circuits

Re
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ve
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Buying/Evaluation Process
‐30%

‐20%
RFP/RFI 

Reputation 
of Service 
Provider

‐10%

0%

10%

‐30% ‐20% ‐10% 0% 10% 20% 30% 40% 50%

Pricing

/
Responses

Technical 
Knowledge of 
the Sales Team

Contracts

Sales Team's 
Understanding of 
your Buisness 
Needs

Company's Ability to Deliver 
on Commitments

Answers to 
Questions about 
Service

Relative Importance
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20%

30%

40%

Sales Team's Ability to 
Provide Informedoptions
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ve
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is



Delivery/Installation of Service
‐20%

‐15%

10%

Single point of 
contactFlexibility of scheduling 

for circuit installation

‐10%

‐5%

0%

5%

10%

‐25% ‐20% ‐15% ‐10% ‐5% 0% 5% 10% 15% 20%

Communication with you 
during circuit installation

Ability to coordinate 
circuit installation

Testing of circuits 
prior to turn‐up

Relative Importance
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10%

15%

20%

25%

Meeting commitments 
for installation times

Time for circuit 
installation
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Support
‐40%

‐30%

Ability to talk to a live person 
when you call the network 
operations center (NOC)

‐20%

‐10%

0%

‐30% ‐20% ‐10% 0% 10% 20% 30% 40%

Geographic coverage in 
supporting your entire network

Timeliness in resolving 
your problem/issue

Relative Importance
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10%

20%

30%

Technical knowledge of the 
person answering the phone

Proactive communication regarding network 
congestion, outages, and errors

Tools offered by the service 
provider to monitor network traffic

Tools offered to modify your 
network services yourself
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Billing
‐40%

‐30%

Timeliness of the bill

Payment 
options

‐20%

‐10%

0%

‐40% ‐30% ‐20% ‐10% 0% 10% 20% 30% 40% 50%

Timeliness of the bill

Fairness with which 
questions/issues are 
resolved

Relative Importance
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10%

20%

30%

40%

Details supporting taxes 
and fees assessed

Simplicity of 
the bill

Accuracy of 
the bill
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Extremely unlikely
2%

Recommendation Probability
How likely are you to recommend your current primary service provider to an industry colleague or 
peer (who is not a competitor with you)?

Unlikely
10%Extremely Likely

27%

Likely
61%
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MASERGY at a Glance

MASERGY delivers the strongest enterprise WAN experience in the 
telecommunications industry

Leading global network service provider

Focused on the enterprise segment

Received numerous business and industry honors

Pioneered several industry “firsts”
First global native IP MPLS network (2001)
Customer-controlled networking (2001)
Global VPLS (2003)Global VPLS (2003)
Global Ethernet (2004)
Service-embedded network management (2006)

MASERGY has acquired enterprise customers due to three major areas 
of service differentiation

Major Differentiators

Seamless Global Service Deliveryy

Embedded Network Services

Best-In-Class Customer Experience Customer 
Experience



MASERGY’s vision is to deliver the strongest enterprise WAN 
experience in the telecommunications industry.

Customer Experience Cycle

Product Conception, 
Design & Development

Customer 
Experience

SOLUTIONS
Proven global IP MPLS network
Seamless global offering via Ethernet VPNs
Real-time control and embedded network management via advanced Web portal

COLLABORATION

Service Differentiator
Best-In-Class Customer Experience

DELIVERY
Single point-of-contact for complete network installation
Complete service installation at all national and international business locations
Customer-selected service activation schedule

SUPPORT
Proactive service alerts for all customers

COLLABORATION
Complementary network design services
Large list of service partners
Risk-free service trials

BILLING
Simple, easy-to-follow bill for all (global) business locations
Flexible collection system for customized billing 
Quick answer to billing questions

Live support for ALL service calls with trained engineers always available
Web portal for information, status and service changes



Background information

The following slides provide some 
demographic information about the 
respondents to the survey.
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MPLS VPN Migration

What percentage of your WAN traffic do you have or anticipate to have on an 
MPLS-based VPN?

35%
32%

15%

20%

25%

30% 28%

17%

12%

16%
18%

10%10%

17% 17%

13%

27%

17%

20%

13%

21%
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0%

5%

10%

None 1% to 25% 26% to 50% 51% to 75% 76% to 99% All

10%10%

7% 8%

Currently By the end of 2008 After 2008

Technology Adoption
How would you rate your company relative to how rapidly it adopts new technology?

We like to be among 
the first to implement 
new technologies

11%

We are reluctant to go 
to new technologies 
and will generally do 

so onlywhen 11%

We see ourselves as 
an early adopter; 
however wewait

We adopt new 
technologies when we 
are confident that 
they have become 
mainstream and 
widely accepted

so only when 
necessary

5%
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however, we wait 
until we see the 

problems others have 
had
44%

widely accepted
40%



Purchasing Role
Which of the following best describes your primary purchasing authority for networking 
equipment and/or services?

None, 4%
Other (please 
specify), 2%

Approve 
purchases, 14%

Specify, 13%Network Design 
Team, 34%
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Recommend, 34%

51 ‐ 100
5%

More than 100,000
10%

Number of Employees
How many employees are there in your organization?

1 ‐ 50
9%

5%

101 ‐ 500
8%

501 ‐ 1,000
10%

10,000 ‐ 100,000
27%

1,001 ‐ 5,000
23%

5,001 ‐ 10,000
8%
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Geographic Distribution
Where is your company headquartered?

Other (please 
specify)
5%

US
61%

UK
5%

Western 
Europe 
(other 
than the 
UK)

Latin or South 
America

3%

Asia‐Pacific
12%
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61%

Canada
4%

UK)
10%


