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You Go First Class
with I&T

Paul Cissel
President & CEO



Who Are We?

I&T Company Mission

To Provide First Class Service in a Proactive Manner for our 
Customer’s Voice and Data Needs.



What is First Class?

Technical expectations:

• Treat every ticket as if it were the most important thing in 
the world

• Use the Standard Templates & Run Book items to ensure 
consistency

• First Touch Resolution

• Fix the root of the problem, not the  symptom

• Look for cause & effect; escalate if unsure

• Proactive; get to and resolve before the customer

• Communicate often, with clarity, and always explain “why”
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1 Identify Prospect
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30 Wiring Certification
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59 3rd Month Executive Report

2 Call Prospect 31 Network Discovery 60 First Quarterly Meeting

3 Qualify / Set Appointment 32 Photos of Equipment 61 4th Month Invoice

4 Add to Connectwise 33 Install Kaseya 62 4th Month Executive Report

5 Intro Email to Prospect 34 Create Executive Report 63 5th Month Invoice

6 First Appointment (at client) 35 Run Patch Scan 64 5th Month Executive Report

7 Create Opportunity in CW 36 Remove old AV / Malware 65 6th Month Invoice

8 Assign to Drip Email Track 37 Install and Configure AVG 66 6th Month Executive Report

9 Drip Email 1 38 Install and Schedule Backup 67 Second Quarterly Meeting

10 Follow up call / Invite to office 39 Create Visio Diagram 68 7th Month Invoice

11 Drip Email 2 40 Set up PRTG 69 7th Month Executive Report

12 Second Appointment (at I&T) 41 Set up PacketTrap 70 8th Month Invoice

13 Drip Email 3 42 Schedule Patches 71 8th Month Executive Report

14 Call - Verbal Pre-close 43 Schedule Backups 72 9th Month Invoice

15 Drip Email 4 44 Create Emergency Contact List 73 9th Month Executive Report
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16 Deliver Proposal 45 Creative Executive Report & Schedule 74 Third Quarterly Meeting

17 Drip Email 5 46 Install AV 75 10th Month Invoice

18 Follow up / Close 47 Create Billing Ticket for Agent Count 76 10th Month Executive Report

19 Get Signature 48 Remediation Report 77 11th Month Invoice
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20 Convert Opportunity 49 Asset Rotation Plan 78 11th Month Executive Report

21 Handoff Meeting 50 Core Network Signoff 79 12th Month Invoice

22 Create Project in CW
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51 Helpdesk Turnover 80 12th Month Executive Report

23 Send Contract for Signature 52 Verify Billing
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81 Annual Maintenance

24 Send Welcome Kit 53 1st Month Invoice 82 Annual Planning Report

25 Send W-9 54 1st Month Executive Report 83 Asset Rotation Plan

26 Billing Interface Training 55 Review 1st Invoice with Customer 84 Business IT Plan

27 Customer Portal Training 56 2nd Month Invoice 85 Annual Meeting / Review

28 Assign TAM 57 2nd Month Executive Report

29 Assign CAM 58 3rd Month Invoice





Setting the 
CX Expectation

Pete Peterson
VP Sales
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I&T is unique for 3 reasons:

1. Our People

2. Our Processes

3. Our Tools



Internet & Telephone By The Numbers
• 600 Business Customers

• Installed & Managed 6,500 PCs and Servers 

• Installed & Managed 10,000 VoIP Phones (Cisco, Avaya & NEC)

• Host 1,000 Web Sites

• 20 Million Voice Minutes Monthly

• 2 Million Emails Daily

• Install over 1,000,000 ft. of Cat 6 Cable Annually

• Install over 50,000 ft. of Fiber Annually



Locations

Network Operations Center / Headquarters
421 Merrimack St.

Methuen, MA 01844

978.683.9100

New Hampshire Office
11 Manchester Sq 

Pease Intl Tradeport

Portsmouth, NH 03801

603.431.7864

Boston Office
1 Summer St.

Boston, MA 02110

617.303.6300







VS.

ONE CONTACT. ONE BILL.



An Inside Look at
Award-Winning CX

MJ Shoer
Chief Technology Officer
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Branding CX
at I&T

Zach Leffler
Marketing Manager



Internet & Telephone is dedicated to providing our clients 
with a first-class sales process and customer experience







SIEM

Enhanced 
Assessment & 
Remediation

Business Connectivity

Essential Security Tools 

Information Security Foundation

Tenants of IT Security:
1. Identify
2. Protect
3. Detect
4. Respond
5. Recover

Internet & Telephone Security Products
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Thank You!  Q&A

Paul Cissel

President & CEO

pcissel@itllc.com

978/683-9100

Pete Peterson

VP, Sales

ppeterson@itllc.com

978/683-9100

MJ Shoer

Chief Technology

Officer

mjshoer@itllc.com

978/683-9100

Zach Leffler

Marketing Manager

zleffler@itllc.com

989/683-9100



Requests for Information

Bill Bradley
VP, Marketing & Business Development
Omega Management Group Corp.
bbradley@omegascoreboard.com
Tel. 978-715-2587


