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Owned network to any network operations 



More performance 
information is 
collected for a 
website visit than 
a business call.   
 
Why is this? 
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Call Detail 
Records are 
neither  
big data or 
detailed call 
information  
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We need to take a 
data first approach to 
understanding the 
traffic on our 
networks. 
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Users move 
between 
networks and 
locations 
based on their 
own mobility. 
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Users are no 
longer fixed 
terminals in 
fixed networks. 



Users obtain 
services from 
multiple vendors. 
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UC Providers may be 
lucky enough to provide 
and control access in 
one user location, but 
certainly not all 



We can all agree 
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User-Edge Defined 



User-Edge Defined 

• The vision chart for a ‘normal’ end-user is no longer a single office location 

filled with a plastic phone on a desk, connected to an Ethernet LAN, served 

by a local IP PBX or Remote UC service. 

 

• Some users may follow a single scenario of consumption modes for UC 

services but this is not where we are going.   

 

• Users leverage multiple distinct devices over the course of a single day 

based on what device suits their moment and movement.   

 

• UC services unlock restrictions and by doing so create a set of 

environments and scenarios that are the new user-edge. 
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User-Edge Defined 

• Office workers; Logistics team members; Retail sales associates; Monday & 

Friday Telecommuters; Work-from-home on-their-iPad call center agents 

are the User-Edge. 

 

• A Laptop, a mobile phone, a borrowed iPad are the User-Edge. 

 

• Corporate offices, Remote offices, Co-Working spaces, Coffee Shops, 

Airport lounges, Dining room tables are the User-Edge. 

 

• Fiber, Wi-Fi, LTE, and Airplane Wi-Fi are the User-Edge. 

 

• Users consuming services on any device, on any network, connected to any 

service infrastructure are the User-Edge. 
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User-Edge Defined 

 

• We define the user-edge as the experience and the components 

that provide the experience while a user is engaged in consuming 

communications services. 

 

• The user-edge is anywhere users access services.  It is what 

devices they are using.  It is what networks they are connecting 

over.  It is what services may best serve the users needs.   

 

• All of these things.  In each moment. 
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User-Edge Toolkit 
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User Centric Client Management 



User Centric Client Management 
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Device Management 



Device Management 
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Client Traces 



Client  
Traces 
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Remote 
Command 
and Control 



Remote Command and Control 



User Experience  
Metrics 
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Some UEM Statistics 
and Insights 

from 
a very 

small sample 



A Sample of 1000 calls from the CounterPath team 

• The average Call length was 718 seconds 

• The average MOS LQ was 3.89 

• The average delay was 120 ms 

• The average Packet Loss was  .93% (including some crazy calls with over 85% loss) 

• 22 % of calls were inbound 

• Codec Usage: Opus: 61.7%; G711: 33.9%, G722: 0.35%; SILK: 0.03; G729: 0.01% 

• Operating Systems: 510 Windows, 246 Mac, 165 iOS & 79 Android. 

• Headsets:  376 Reported no headset, 57 Jabra LINK 360, 54 Conexant SmartAudio 

HD, 49 Plantronics C320, 31 Realtek High Definition Audio, 26 Sennheiser USB 

headset, 25 Plantronics .Audio 478 USB, 23 Plantronics Blackwire 320, 22 Logitech 

USB Headset, 17 Plantronics Savi 7xx, 17 3- Plantronics C320, 16 Plantronics 

Blackwire C220, 14 High Definition Audio Device, 14 3- Logitech USB Headset,13 9- 

HP Digital Stereo Headset, 11 Logitech USB Headset H540, ... 
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A Sample of 1000 calls from the CounterPath team 

• 4a9579a80ec487a2c5c765aaa84b960a9d79ccfc is the device ID that made 

the most calls, 55.  The owner of this device is one of our EU sales 

managers.  Tim actually made or received 59 of the sample 1000 calls.  The 

additional 4 used his Android Phone, the 55 above were with his Windows 

10 laptop. 

 

• The user with the most reported contacts on their device has 25861, which 

was reported on an iPhone 10.  The second most contact rich user reported 

7155 contacts on an iPhone 10S Max.  I’m feeling left out of the fun with 

only 3672 contacts on my iPhone 10. 

 

• Of Video Calls 45% were 1080P  54% were 720P  and 1% were VGA 

resolution.  An interesting note is that of the 720P calls more that 1/5th were 

taken in portrait mode. 
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Benefits and 
Best Practices 



Benefits of User-Edge Focused Operations 

• User-Edge devices have a wealth of information to provide.   

 

• Managing user based configurations and understanding user device adoption 

provides an important backdrop to both troubleshooting and data collection activities. 

 

• Network performance data can be greatly enhanced with information 

– About the devices/software being leveraged by users  

– From user location and connectivity  

– That details services are consumed in which scenarios  

 

• User experience lifecycle is critical and there is a long tail of information that users 

and their devices emit which can be harnessed by service providers that curate this 

information. 

• All of this information provides service operations teams with a dataset from which 

they can understand how their end users leverage the services they are consuming.  
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Best Practices for User-Edge Focused Operations 

• Provisioning and Device tracking form crucial baseline set of processes to enable 

management of devices and insights into how users consume services. 

 

• Opportunities for active tools that allow remote command and control  

 

• Collect all the information; include data collection capabilities in the evaluation 

process for user equipment, clients and applications.  

 

• Integrate review of data collection into operations processes.   

 

• Find your team’s inner data scientist; or find someone who wants to be that person. 
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(Quick Demo) 
Help Desk Assistant  



Jim O’Brien    @jimdoesvoip     jobrien@counterpath.com 
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Thank  
You 

mailto:jobrien@counterpath.com

