
CASE STUDY

163RD STREET IMPROVEMENT COUNCIL 
AVERTS DISASTER AND KEEPS VOICE OF 
THE COMMUNITY

In response to a fire that destroyed their office, New York community organization opts for Verizon 
Virtual Communications Express to support its fundamental role: communicating with the outside 
world to keep serving the people who rely on it.

It’s a fact of life: The worst can happen. Not having the ability to communicate is the worst case 
scenario for 163rd Street Improvement Council.

The organization provides a voice for those who don’t have one, fighting against community scarcity 
of resources in the South Bronx area of New York City. Its very existence depends on being able to 
talk to the outside world. And thanks to Verizon Virtual Communications Express, even after disaster 
struck, 163rd Street Improvement Council did not lose its voice for long. 

FACING THE NIGHTMARE SCENARIO
In existence since 1965, 163rd Street Improvement Council is a non-profit organization currently 
providing 73 units of low income housing and 145 units of supportive housing as well as individual 
residences for which it provides case management. The council has a mission statement of fighting 
against community deprivation of resources in its local area, aiming to make a difference in the lives 
of the area’s residents with its housing and human service programs. 

Shortly before Christmas 2012 disaster struck when a fire destroyed “pretty much everything,” 
recalled Executive Director Cassandra Perry. “The building was declared a total loss. It wiped out  
our entire Internet, phone, everything. We lost the ability to communicate with people.”

And for an organization such as the 163rd Street Improvement Council this is the nightmare 
scenario. “Without communications we are an entity unto ourselves and we are not able to deal  
with the outside world. We derive all of our sustenance from the outside world,” Perry added. 

PICKING UP THE PIECES, QUICKLY AND RELIABLY
As it surveyed the wreckage of its gutted offices and tried to salvage what was left of cables, routers 
and racks—some of which were just blank spaces on the walls—163rd Street Improvement Council 
had one priority: get up and running as soon as possible.

Managing to find nearby temporary offices, Perry got to work with restoring communications. There 
were two key issues: the systems had to be implemented quickly and they needed to be easy to use 
without a lot of specialized training. As a small company 163rd Street Improvement Council just 
didn’t have the capability for the latter. “What we do is community housing; we don’t do computer 
stuff,” Perry remarked. “We don’t have the resources to do computer stuff. We need a product that is 
ready to go out of the box and that is what Verizon had to offer us.”

REBUILDING AND MAINTAINING COMMUNICATIONS
Verizon’s Virtual Communications Express is tailor made for companies such as 163rd Street 
Improvement Council. It is an end-to-end communications service designed to enable seamless 
contact with customers, partners, suppliers, and co-workers from virtually any location. The product 

“We need a product that is 
ready to go out of the box 
and that is what Verizon 
has to offer us.”
Cassandra Perry
Executive Director
163rd Street Improvement Council
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CASE SUMMARY
AbOUT 163RD STREET 
IMPROVEMENT COUNCIL
Created in 1965, the 163rd Street 
Improvement Council works in  
the fight against community 
deprivation of resources in the 
South Bronx area of New York City. 
Aiming to make a difference in the 
lives of the area’s residents, the 
Council offers affordable housing  
in the community and a range of 
human service programs.

VIRTUAL COMMUNICATIONS 
ExPRESS – KEY FEATURES
•	 Web portal for moves,  

additions, changes
•	 Call forwarding 
•	 Business continuity options
•	 Caller ID with name 
•	 Conferencing 
•	 Visual voicemail 
•	 Mobile app for Android and 

Apple iPhone

has been designed for small and mid-sized businesses that typically don’t have the luxury of 
dedicated teams to solve issues related to their communications services. It is there to allow  
your businesses to focus on what you do best—your core business. 

Having already seen Virtual Communications Express and what it could do at a seminar before the 
fire, Perry engaged Verizon to manage all of her company’s communications as it began the rebuilding 
process. Most important was to restore communications as soon as possible.

And indeed the team quickly got to grips with an easy to use system. “We’ve been traumatized 
because we have had this fire and we’re in a temporary location but with Virtual Communications 
Express at least I was able to provide my staff the same extension number they used to have,” said 
Perry. “It was like this feeling of familiarity and that’s the freedom and flexibility that you get from 
being able to use Virtual Communications Express: You can customize it any way you want.”

After all that has happened, Perry and her co-workers wanted a system that would be there when 
needed. “We need someone that we can trust, who is dependable who is reliable,” she stressed. “Even 
if there are infrastructural problems with the phone service, we can divert the phones to another 
number, to our cell phones; we can get email notifications of calls. It gives us a great degree of 
flexibility and it’s not dependent on our infrastructure.”

“It’s really easy to use; it’s really easy to customize. It gives you a 
feeling that you are in control of your phone system.”
Cassandra Perry, Executive Director, 163rd Street Improvement Council

THE FREEDOM TO FOCUS ON FUTURE DEVELOPMENT
While it gets back to some type of business as usual, 163rd Street Improvement Council still has the 
task of managing a move back to its renovated offices. Getting its communications transitioned will 
not be a problem: Virtual Communications Express will allow the company to just pick up its phones 
and plug them in at the new location and carry on doing business.

The system’s rapid deployment and ease of use, in addition to the base functionality, has been 
appreciated and is the key to the company being there for those who it serves.

“Virtual Communications Express is really easy to use; it’s really easy to customize. It gives you 
a feeling that you are in control of your phone system,” Perry concluded. “When I think about how 
Virtual Communications Express has changed our business I think the most important thing is that 
we no longer feel that our communication with the outside world is dependent on some unknown.”

READY TO GET STARTED?
To find out more about how Virtual Communications Express can make positive outcomes for your 
business, contact your Account Manager or visit verizon.com/enterprise/virtualcommexpress.

http://www.verizonenterprise.com
http://www.verizon.com/enterprise/virtualcommexpress

