
ShoreTel. Brilliantly simple business communications.

At the time of its acquisition, Discount Power was 
using a Comcast PBX system. There were frequent 
outages and service was unreliable, a serious 
problem in a commodity industry where customer 
service is a competitive differentiator. The company 
has 35 users, including 17 agents in its call center 
who handle between 400 and 650 calls per day.

A Cloud-Based Telephony System that 
was Ultra-Reliable & Offered Unlimited 
Scalability 

Discount Power was on a quest for a new 
communications system that could serve 
customers efficiently, run reports to gauge activity 
and have the flexibility to add new users quickly. 

Reliability was the most important factor in the 
selection process. The solution had to scale with 
growth, and the quality needed to be top-notch, 
from system capabilities to service levels and 
maintenance of the system.

“Our partner, Genesis, enabled the whole 
selection, implementation and interaction 
process with ShoreTel,” said Discount Power 
Chief Operating Officer Mohsin Hassan. “When 
we determined that our phone system wasn’t 
adequate for our needs, Genesis provided us with 
a full lay of the land and recommended a ShoreTel 
cloud solution. They will likely be involved again in 
the next phase of our ShoreTel evolution.” 

 

Genesis helped Discount Power determine that a ShoreTel 
cloud-based turnkey solution plugged right into its telephony strategy  

Challenges:

Houston-based Discount Power 
is a retail electric provider that was 
acquired in 2014 by Volterra Energy. 
In less than two years, it has 
rapidly grown from 800 to 60,000 
customers, ranking 80th in the Inc. 
5000 2016 list of fastest-growing 
private companies in America, and 
the third fastest growing company 
in Texas. The company needed a 
telephony solution that was not only 
reliable, but extremely scalable.

ShoreTel Solution:

Genesis recommended and 
deployed a ShoreTel cloud-based 
communications system, ShoreTel 
Contact Center and ShoreTel IP 
phones.

ShoreTel Benefits:

■■ 99.99% reliability 

■■ Extreme scalability

■■ Call reporting and recording 

■■ Enables regulatory compliance 

Keeping Pace with 
Explosive Growth
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The ShoreTel Cloud-Based Solution 
Provides Best-in-Class Features Without 
the Need for In-House Expertise

After a brief evaluation process, Hassan and his 
team agreed that the ShoreTel cloud-based unified 
communications solution was the only system that 
met all of its criteria. It was implemented within a 
short timeframe, without any issues.

Discount Power chose ShoreTel for several 
reasons. It was cloud-based, so there was no 
need to invest in an on-premises infrastructure or 
an onsite telephony expert. 

“I’m a big believer in outsourcing information 
technology requirements,” explained Hassan. 
“Based on previous experience, we wanted a 
turnkey solution that would be up and running 
quickly instead of going through a long, drawn-out, 
challenging implementation process. Integrating 
with third-party systems was also important so we 
could implement an IVR solution.” 

Contact center managers really value the call 
reporting and recording capabilities. With call flow 
and volume information, supervisors are able to 
reshuffle the availability of the agents. Plus, when 
a customer signs up for service over the phone, 
Discount Power is required to keep a recording of 
the sign-up process to remain in compliance with 
the Public Utility Commission (PUC). 

Redundancy is also a priority for similar reasons. 
In case of an event such as a hurricane, ShoreTel 
IP phones simply plug into the network in 
another location. That’s critical for regulated utility 
companies. For example, if customers can’t 
reach Discount Power, it is in danger of violating 
PUC rules pertaining to system availability and 
reachability. 

“Sustained outages are really our worst 
nightmare,” said Tanveer Sayani, director of 
operations at Discount Power. “There was a lot 
of pre-work and research that we did to ensure 
we selected the right system with the proper level 
of reliability. If our phone system is not up and 
running for even a few minutes, we’re impacted 
from a reputation and regulatory perspective.” 

ShoreTel reporting features also help with 
scheduling. Recently, supervisors looked at the 
number of abandoned calls during an average 
week and discovered there was a spike during 
the early morning hours. That information enabled 
Discount Power to supplement staffing during that 
time period, which led to a decrease in abandoned 
calls and lessened the average hold time later in 
the day.

Thanks to Genesis & ShoreTel, Discount 
Power is Able to Focus on its Business 
Success    

In the future, Discount Power plans to expand 
its ShoreTel cloud system with auto dialer and a 
myriad of other features that will further enhance 
the customer experience. 

“We recommend Genesis without hesitation,” said 
Hassan. “They truly have their client’s best interest 
at heart. They will go out of their way to match the 
client with a solution that works best for them.”

“If a business is in a growth mode and looking for 
a telephony solution that is scalable, reliable and 
at a reasonable cost, I would encourage them to 
look at ShoreTel,” said Sayani. “We believe that it is 
one of the reasons why we have experienced rapid 
growth because we now have a phone system 
that has allowed us to get there.”

“I DON’T HAVE ANY 
DOUBT THAT WE’LL 
FIND SHORETEL 
TO BE THE 
ANSWER FOR THE 
NEXT PHASE OF 
OUR GROWTH.”
Mohsin Hassan, Chief Operating 
Officer, Discount Power

“WE RECOMMEND 
GENESIS WITHOUT 
HESITATION. THEY 
TRULY HAVE THEIR 
CLIENT’S BEST 
INTEREST AT 
HEART. THEY WILL 
GO OUT OF THEIR 
WAY TO MATCH 
THE CLIENT WITH 
A SOLUTION THAT 
WORKS BEST FOR 
THEM.”
Mohsin Hassan, Chief Operating 
Officer, Discount Power

ShoreTel. Brilliantly simple business communications.

ShoreTel, Inc. (NASDAQ: SHOR) is a leading provider of brilliantly simple unified communications 
(UC) products, cloud services and IP phone systems powering today’s always-on workforce. 
Its flexible communications solutions for contact centers and cloud, onsite and hybrid UC 
environments eliminate complexity, reduce cost and improve productivity.
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