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ABOUT  THE  SPONSOR

Nortel
Hundreds of millions of people, Fortune 500 companies,
and government institutions around the world trust their
networks to Nortel’s reliable and secure solutions. 

Nortel is a recognised leader in delivering communications
capabilities that make the promise of Business Made
Simple a reality for our customers. Our next-generation
technologies, for both service provider and enterprise
networks, support multimedia and business-critical
applications. Nortel’s technologies are designed to help
eliminate today's barriers to efficiency, speed and
performance by simplifying networks and connecting
people to the information they need, when they need it. 

Nortel delivers hardware and software solutions designed
to improve the way consumers and businesses
communicate — reducing complexity, increasing
productivity and making communications more cost
effective. Nortel also offers the professional services
that businesses and service providers need to simplify
the design and delivery of communication services.
Driving the transformation of today’s networks, Nortel is
investing in a variety of innovative technologies focused
in the areas of 4G broadband wireless, Carrier Ethernet,
optical, next-generation services and applications,
unified communications and secure networking. 

Gartner positioned Nortel in the leader’s quadrant of its
2007 Unified Communications Magic Quadrant report.

For more information, please call 0800 038 0092 or go
to www.nortel.com/uk
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It has long been the case that technology has underpinned
many of our everyday business processes – it would be
hard to imagine life without account packages,
customer databases, email and indeed telephony, in
particular the mobile phone. But as our sponsor, Nortel,
points out, we are encountering an irreversible ‘critical
mass’ where the sheer number and capabilities of the
various technology building blocks are leading to a
dazzling array of new ways of unifying them that can
take their use to a different level, particularly from a
communications standpoint   

It is both a great opportunity and a challenge. We know
that lack of timely information and collaboration between
employees are major ‘pain points’ in companies. Other
changes here to stay, especially flexible and remote
working, are also prime candidates for the kind of
advantages that unified communications can bring. 
But while, for example, more than 75 per cent of IoD
members are operating some form of flexible working,
how many are using today’s technologies efficiently in
terms of deployment and training – let alone planning for
those just around the corner?

It is clear too that reports on the world of work are also
indicating that we are in a critical phase of  change thanks
to a wide range of societal and business drivers. While
no one can say with certainty exactly what technologies
and systems will be in use to handle these changes five
years from now, there is more than enough on the table
right now for immediate action.     

Miles Templeman, Director General
Institute of Directors

FOREWORD
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Unified communications. UC. You hear about it everywhere
at the moment, but what does it really mean? Yes, in
generic terms UC can help improve working practices
across teams, with positive knock on effects to a firm’s
overall efficiency. And it can accelerate product
development through faster decision making. But what
does it mean for your business?  

The most important thing is understanding the business
case. What are your goals and aspirations? What do
you want to be able to do that you can’t do today? How
do you want your business to operate? Understanding
what you want your business to be is essential in
deciding how you get there.

It’s for this reason that Nortel has always had what we
term an ‘evergreen’ attitude to technology; a belief in
open standards and flexible migration paths that mean
your communications systems can grow and adapt as
your business needs change, rather than needing to rip
and replace them every few years because your
technology vendor has ‘locked’ you in.  

No matter what your business is, you cannot avoid the
global mega-trend of ‘hyperconnectivity’. By 2010, there
will be 10 devices connected to the network for every
person using them. In 15-20 years’ time the network will
need to accommodate a trillion devices, most of them
wireless.* About 2.8 billion mobile phones are already in
use with another 1.6 million being added every day**.
You cannot escape this and need to decide how you will
handle it. This guide will help you make that decision.

* David Clark, MIT  ** The Economist, 28 April 2007

Mario DiMascio
Vice President, Nortel Enterprise UK

INTRODUCT ION
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CHAPTER  1

the business
issues

If any organisation is asked to identify the key working
challenges it faces in the broadest sense the chances are
they would boil down to two compelling trends. The first is
doing things faster – using more intelligently the growing
amount of information circulating around organisations
to improve all manner of business processes, such as
project collaboration, front-line selling and customer
service. The second is how to streamline the unstoppable
move to more mobile and remote working, and flatter
more dispersed organisational structures. 

The two trends are inextricably linked, and the glue that is
increasingly binding them is a set of technologies that
come under the umbrella term of unified communications.
There are various definitions of unified communications,
but the consensus is that it represents a combination of
telephony, ie. voice communications, and IT applications,
both business systems such as customer relationship
and supply chain management, and personal productivity
tools, such as a diary, email and instant messaging. 

There is a lot to discuss under the unified communications
heading, as it can encompass all communications
technologies used in both business and consumer life.
To narrow it down, the core topics are:

convergence between voice and data – the ability
to run both voice communications and data links
over one network, combining the two for new
applications and cost savings in infrastructure
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convergence between fixed voice lines and mobile
phones – an increasingly important trend that
allows people to be reached by one number and
own only one handset

unified messaging – bringing together email,
voicemail, instant messaging and even fax in a
single message inbox

audio, video and web conferencing – the ability to
set up one-to-one and one-to-many conferences
easily and at low cost

presence – a way of notifying other people in your
company or wider community that you are
accessible in certain ways 

It is not an exaggeration to say that the use of unified
communication technologies has the potential to
dramatically transform the performance of many
processes in both the private and public sectors. 

The type of scenarios where it comes into its own include:

maximising personal productivity – receiving and
working on a rich set of material any time, any place

deploying the right resources – finding people 
that are nearest or most able to carry out certain
tasks 

collaborating more effectively – finding co-workers
and experts in real time 

streamlining the supply chain – such as triggering
alerts to inventory shortages 

making data come alive – for example, adding
unified communications options to a company
database can greatly help salespeople quickly
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query complex product configurations with the
right people

eliminating mistakes – such as querying order
details directly with salespeople

These processes, and many others common to most
organisations are, of course, the subject of improvement
using other technologies and techniques. And some
elements of unified communications are already in
widespread use – such as ‘popping up’ customer
records with incoming calls in a call centre. But the
ability to now add advanced and new techniques –
many of which are within the reach of smaller companies,
not just large enterprises – is the promise of today’s
unified communications offerings. 

business and society drivers

The year 2008 has seen a clutch of reports about the
current workplace and its future, a sure sign that analysts
are recognising that there is a new wave of societal and
technological changes. The Chartered Management
Institute (CMI), for example, in Britain in Business: the
World of Work in 2018, finds that most of the experts 
it consulted believe that ‘virtual businesses’ will be
commonplace and that much of the nature of work by
then will be by virtual contact, with technology as the key
enabler. As a result, more employees will need skills such
as good project management and the ability to work
effectively from home. Indeed, people are increasingly
seeing work-life balance as a big factor in choosing a job.

The survey also finds that customers will be more
involved in business decisions, work teams will be more
‘multigenerational’, with younger men being a shrinking
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part of the workforce, and a greater number of senior
women at the top driving changes in management styles.

“Technology will play an even greater role as human
resources are managed by systems that take into account
the individuality and skill set of each employee,” says
the CMI. “Likewise, systems that manage and track
results on different work levels and help automate some
of the more mundane managerial tasks in complex
projects will become the norm.” But a challenge is that
while we are now starting to enjoy very fast ‘omni-
present’ mobile internet connections, people will
“struggle to filter the constant stream of information”. 

The move to flexible and home working is gathering pace
in line with these predictions. Work Wise UK, a campaign
for smarter working and work-life balance, reports that
nationally, over 3.4 million people – 12 per cent of the
working population – regularly or permanently work from
home. This figure has increased by a fifth in the last ten
years. In the South West, for example, nearly 350,000
people work from home – over 14 per cent of the working
population – the second highest number in the UK. (The
highest is in London, at 15 per cent.) The South West
Regional Development Agency has recognised the
significance of smarter working and the need for excellent
communications infrastructure. Flexible working is also
the subject of government legislation that allows
employees with children and other dependents to
request work patterns that suit their responsibilities. 

Another driver is the changing nature of work. According
to the Work Foundation, knowledge-based industries
and knowledge-related occupations have provided most
of the new jobs over the past decade. It also reports
that in the decade between 1995 and 2005, SMEs
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became much more concentrated in knowledge intensive
sectors – high skill, high tech sectors, such as legal and
consultancy services, accountancy, architectural,
engineering and technical services, and advertising. They
also increased the numbers of people they employed by
17 per cent or 445,000 people. 

Workers in these sectors, and also in the public sector,
may be working in an increasingly virtual or flexible way,
and are a primary audience for a range of unified
communications tools. 

While there are clear drivers for rapid change in the
traditional workplace, there is a considerable challenge
for organisations to move forward given that existing
measures of productivity are not good in the UK.
Accountancy firm Grant Thornton issued its  Workplace
Productivity Report in early 2008, which notes that
business’s hourly output in the UK is 13 per cent lower
than in Germany, 18 per cent lower than in the US and
20 per cent lower than in France. As the firm says, if we
could close the productivity gap with France every
company would have the equivalent of an additional
working day a week. 

While much of the remedy lies in performance
measurement and management, and incentives, Grant
Thornton finds several factors that are inhibiting
productivity. Significantly, in the context of unified
communications, the top two factors are:

meeting overload – this was cited by nearly half of
businesses. “Staff evidently feel overwhelmed by
an endless procession of meetings” 

poor technology – while businesses are making
investments in technologies such as new phone
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systems and videoconferencing, many are not
using them sufficiently, partly through a lack of
training. One fifth of those questioned cited poor
technology as the most important factor in hindering
productivity, followed by a lack of staff training

Companies also cite updating their IT and increasing
mobility as the most important improvements for their
technology. However, where such introductions have
been made, “many working practices continue to
demonstrate a traditional perception of work/life balance
rather than a more joined-up approach.” 

Actions that companies have taken to improve
productivity are listed below. It is certainly instructive
that the two top factors are encouraging work/life
balance and investing in new technology. 

Most consider the internet and email as aiding workplace
productivity, but some are also placing restrictions on

ACTIONS TO IMPROVE PRODUCTIVITY

action ranking

encouraging work/life balance 1

investing in new technology 2

training staff to improve work processes 3

training management to get better results from staff 4

cutting down on business travel 5

salary bonuses tied to targets 6

reducing meetings 7

non-monetary incentives, ie. gifts, days off 8

reward structures aligned with business objectives 9

stress management, ie. onsite massage 10

Source: Grant Thornton



12

THE  BUS INESS  ISSUES

their use. The huge growth in social networking sites
and instant messaging, for example, is posing a dilemma
for organisations: should they be restricted or do they
offer value as useful business communications tools? 

“On balance, it would seem that modern businesses
are redefining productivity to include social as well as
economic contributions and are conscious of the
importance of using technology to facilitate the necessary
changes in work practices,” comments Grant Thornton.

Clearly, we are still very much in the ‘early adopter’ phase
for unified communications. A survey of IT decision
makers at UK businesses conducted by the SAS Group,
a provider of network infrastructure services, found that
just 14 per cent of firms are currently using a unified
communications system of some sort. Nonetheless, 42
per cent of respondents did state they are now planning
or considering a deployment. 

The survey also found that 94 per cent of the firms
surveyed now employ mobile workers, compared with
69 per cent in 2007. The number employing home workers
is also increasing, rising from 55 per cent to 77 per cent
during the same period.

employee expectations

One factor that is likely to become more critical is the
role of technology in recruiting and retaining employees,
particularly younger people who have been immersed
in the use of instant and text messaging, the internet
and smart mobile devices, and so on. A workplace that
looks to be a backwards step in technology terms, and
not just because of the impact on opportunities for flexible
working, may well be unattractive. 
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It is also the case that many older people are only gaining
their experience of certain communications technologies
from using consumer services at home – such as
Microsoft’s instant messaging service, and Skype’s
voice over the internet offering. They too are likely to
view outdated workplace systems as a barrier to
managing their work-life balance and, indeed, many are
acting as sounding boards for IT staff looking to improve
their organisation’s IT systems. 

costs and the green agenda

While much of the emphasis on introducing unified
communications technologies is on productivity and
social issues, other important drivers are direct cost
savings, some of which play to the green agenda.
Introducing simplified, converged networks can cut the
cost of transmitting voice and data traffic and also save on
infrastructure that is a challenge to recycle, such as wiring
and IT equipment. Conferencing technologies, such as
‘telepresence’ (see also page 22) can greatly cut the
amount of business travel and carbon emissions but 
still provide a productive  environment for collaboration
among geographically dispersed employees,
customers and suppliers. 

It is true that most companies do not currently place the
green agenda at the top of their priorities, but the spin-
offs from using unified communications will help make
major contributions.  
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headline messages 

the workplace is changing for many industries and
occupations, especially in knowledge-based
sectors. Increased flexibility in where work is
performed demands the support that unified
communications can provide. 

the UK’s track record in organisational productivity
is not great. The evidence suggests that tools such
as unified communications offer some of the most
effective solutions for making improvements. 

applying a unified communications product could
lead to a direct and measurable return, for example,
by avoiding unnecessary travel. But much
investment in unified communications should be
seen in its underpinning role in work/life balance and
productivity across the whole company, and is not
amenable to hard and fast measurement. 

most companies, especially those below enterprise
level, will not need an overall unified communications
strategy – it is better to select one or two business
processes or job functions where there are clear
advantages to adding more communications
options. Other investment can come later. 

unified communications is a new and rapidly evolving
market and, as it involves multiple technologies,
partnerships between vendors is becoming
essential. Look for suppliers that have a broad
understanding of the technologies and these
partnerships, and can unite the right products for a
particular application – preferably in an ‘open’ way
that maximises room for expansion.



15

CHAPTER  2

business
activities

In Chapter 1 we outlined the main uses to which unified
communications technologies are being put. In this
chapter we look at some typical work scenarios that
illustrate the benefits that these technologies deliver.  

in the office

Much of the early impetus for unified communications
has come from the traditional workplace. Instead of
running separate voice systems and data networks,
companies are combining the two on a single network
so that voice calls are carried digitally and can be
handled more intelligently (this is called IP telephony).
There are cost reasons for doing this, but a converged
network also provides the backbone for a range of
business benefits that are enabled by unified
communications. The principal ones already in
everyday use are:

unified messaging. People working at a normal
desktop computer can have a single inbox of all
their email, voicemail and fax messages. This
allows them to gain more control of their incoming
messages and prioritise them properly. Messages
can also be forwarded easily to co-workers 

direct dialling in and personal voice mail. This
provides people with their own phone number,
which can be a fundamental way of improving
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customer service. An intelligent phone system also
offer features such as the ability to set up conference
calls using the handset, a computerised phone
directory and quick dialling by clicking on screen  

integrating customer data with voice
communications. This allows customer records 
to appear automatically when a call is made, 
or taken, to and from certain clients 

Unified messaging is proving to have a big productivity
advantage. So much time can be wasted trying to
juggle various communications types, but with a unified
inbox it is possible to just click on, say, the name of the
email message sender and place a voice call or fax
instead of replying with an email. This is the first step to
reducing a major ‘pain point’ for customers and
colleagues – namely not knowing if one method of
reaching someone who is based in an office is better
than another.   

Unified messaging also has an important role in tackling
the modern scourge of interruptions and information
overload. Filters can be set to prioritise emails from certain
people, or allow only voice calls to be taken from that
same group. Other calls can be set to route to another
staff member. People working to deadlines often need to
allow some incoming communications and not others.
Putting tools in place to help this can eliminate a major
frustration, especially for managers looking for a
productive space in the day.  

A particular place where a degree of unified
communications has long been in place is what used to
be termed the call centre, but is now better named the
contact centre, thanks to its logical extension to
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handling emails, voicemails and other messaging in
addition to voice calls. Integrating customer records
with voice telephony – which used to be complex and
costly – is now well within the reach of smaller
organisations running contact centres. However, one of
the first aims of streamlining a centre is to improve basic
call handling, by distributing calls to available agents
and putting in place user-friendly voicemail or self-
service options if all lines are busy. Unified messaging

CASE STUDY: QUICKS OFFICE SUPPLIES

Quicks Office Supplies is a mid-sized independent office
supplies specialist. Although it has an online ordering
capability on its website, most of its business is done by
telephone, with sales staff making outgoing calls and
existing customers phoning in repeat orders. 

When the maintenance agreement on the firm’s previous
telephone system ran out, future proofing and lower
maintenance costs were high priorities for its replacement.
Although Quicks had not been planning to converge its
telephone and computer systems, and was advised to
evaluate systems that were ready for carrying voice over
its network. 

The proposed solution was Nortel’s Business
Communications Manager 50, a converged voice and data
solution for SMEs, allowing the company to use the same
unit for its telephone and computer systems, simplifying
network management and helping cut costs. 

One feature of particular interest was unified messaging.
Quicks had two fax machines, one in its sales office and
the other in the accounts department. Incoming faxes were
distributed around the building as post, and there was
always a danger of pages being separated or getting lost.
Unified messaging has eliminated this problem by allowing
employees to receive their faxes directly on their own
computers. Quicks also has a network ready for internet
voice calls and for integration with customer records.
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also allows agents to service customer communications
at appropriate times during the day and provides more
work variety. 

flexible and home working

Unified communications is proving a valuable asset to
people who are now working away from their office for
some or all of the time. For home workers, one ambitious
goal is to establish exactly the same communications
access as they would experience in the office. With the
wide availability of broadband links via telephone lines,
cable or even by wireless technologies – including mobile
phones – high capacity, always-on communications is
now standard in many homes, and allows a seamless
‘pipe’ to be established with an office network. Voice calls
and even videoconferencing can be run over broadband
lines, and workers can log in securely to the same
systems that their office-based colleagues are using. 

Providing this level of home access has largely been the
preserve of big organisations, since it needs a fair amount
of support, from both technical and cultural standpoints.
BT is a case study often quoted, and indeed the firm is
a prime mover behind the Work Wise UK campaign.
The company offers a range of home working packages
to its employees, and its own research shows that 70
per cent of its teleworkers report an increase in their
productivity and 65 per cent reckon to save at least six
hours a week in commuting time. Large organisations
like BT are also contributing to the green agenda. 

However, smaller organisations are starting to deploy
similar systems and, in any case, it is not necessary to
integrate all communications. One option is to give
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employees access to their office unified messaging
system and other workplace software via secure
connections (known as virtual private networks), and 
to keep voice communications separate on a
conventional telephone line or mobile phone. 

This also brings people who just want to work flexibly into
the picture. A particularly important part of the flexible
worker’s kit bag is the ability to take their office phone
number with them on the move, so that contacts can
reach them using one number. This is known as fixed-
mobile convergence, and is a relatively new service, which
again, has mostly been deployed by larger companies
to date, but which will become widespread. 

Mobile devices have undergone massive growth in
recent years, including notebook computers, standard
mobile phones and now all manner of smartphones
and small-format computers that have a wealth of
inbuilt functionality. These include Bluetooth and WiFi
wireless connectivity, GPS (global positioning system)
location finding, and automatic email reception (as
used very successfully in the BlackBerry range). 

If there is one place where communications is unifying
most rapidly, it is on the mobile front. There are now more
mobile calls made in Europe than on fixed-line telephones,
and in fact there are more mobile devices than people.
This has led to what is termed a ‘hyperconnected’ world,
where people are either sinking or swimming with the
tide of information coming from multiple sources. Any
professional working away from the office could find a
unified communications set-up on their mobile devices
of choice a great boon. (Some scenarios are outlined in
the section below on page 23). 
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are they available?

One of the most exciting aspects of unified
communications is known by the rather enigmatic term
‘presence’. This simply refers to the status of another
person in your organisation or network of partners and
contacts, and shows you if they are available and, if so,
by what means you can contact them. It is an everyday
function for people who use instant messaging, where
those in your contact list who are also online are visible on
a list on computer and can then be contacted in real time.
More sophisticated presence in unified communications
can show what devices people are using, whether they
are at their desktop, if they have their mobile phone on,
and if they are free or in a meeting. Those with GPS
equipment can even show where people are physically.

Presence is seen by some unified communications
advocates as its underpinning theme because it
locates people by virtue of their present activity, no
matter where or what this is. This makes it as
ubiquitous as a telephone dial tone in the ‘old world’.
There are numerous applications for presence, but the
common factor is reducing communications ‘latency’
still further than when implementing systems such as
unified messaging. Ultimately, this means reaching the
right people at once rather than just in due course – one
of the major bottlenecks in many business processes. 

Real-time communications using instant messaging
have been a huge success in the consumer market in a
similar way to the take-up of text messaging on mobile
phones. But it has been largely discouraged in
businesses as it is seen as an insecure and
uncontrollable medium. However, its use in presence
applications is now a compelling proposition and IT
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departments are starting to look closely at adding it as
an ‘approved’ system. 

Another term that has sprung up in the context of
presence and unified communications is ‘federation’.
This is about bringing partners or customers into a
presence community by enabling two systems to interact,
so that services such as customer support can work more
effectively. Nortel, for example, has set up federations
with partners in the UK, such as Microsoft and BT, and is
also extending the concept to customers that are early
adopters of sophisticated unified communications. 

Waiting for information or for someone to return a call is
one of the most critical problems for organisations,
both internally and when servicing customers (who are
often left hanging for days). Even now, surveys are still
being carried out on response times from sending
emails to corporations, and there appears to be little
improvement in this single communications dimension.
People who have access to named contacts by phone
or email may fare little better if they receive out-of-office
replies. Presence systems that involve trusted
networks of people across organisational boundaries
have enormous potential to improve one of the biggest
frustrations in carrying out everyday tasks.  

collaboration 

Poor teamwork within organisations and with partners
as virtual project working becomes mainstream is
another major pain point. While the ability to reach key
individuals quickly is common to all aspects of unified
communications and can greatly aid decision making in
project work, there are additional collaboration tools
such as the conferencing suite – audio, video and web
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conferencing – and also systems that allow workers to
share resources such as documents, plans and schedules
in common repositories or ‘shared workspaces’

Web conferencing is one of the fastest growing parts of
the collaboration portfolio. In the unified context, a
session broadcast over the internet can carry interactive
access to a presentation and also voice, although audio
is often set up as a separate telephone conference.
Web conferences are being used for so-called
‘webinars’ – online seminars that many customers can
take part in, tailored sales presentations to prospects and
training sessions for staff and partners. 

Large-scale videoconferencing is also making a
comeback from the days when it was a hugely expensive
and less than satisfactory experience. ‘Telepresence’
rooms are now springing up in large companies and in
managed office centres. While still not low cost, the use
of plasma screens, web cameras and tools such as
whiteboarding will give this option a new lease of life,
especially given the pressure to cut down on business
travel. Desktop videoconferencing, meanwhile, has also
improved greatly in line with general improvements in
computing technology and availability of broadband to
remote locations. 

Improving collaboration can also involve the ability to set
up ad hoc conferences with people using a variety of
devices in and out of the office. Shared resources – such
as virtual meeting rooms where sales and account teams
can meet and update materials – are also part of the
collaboration area, as are many project management
tools that can be used in conferencing sessions.   
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business scenarios 

The following briefs are based on the experience of real
organisations that are developing unified communications
systems and on processes mooted as good
candidates for improvement. There are two main ways
that use is evolving – just using systems as
communications tools in their own right, or embedding
them in existing processes to improve efficiency and
promote new ways of working. 

fee earners

Time is money for knowledge workers in occupations
such as the law, construction and management
consultancy. Much of their time is spent outside the
office and in potentially ‘dead’ situations, such as
waiting outside a courtroom, or travelling. With unified
communications tools available wirelessly on a
notebook computer or smartphone, what could have
been time lost can be spent dealing with the latest
documents arriving in their inbox or networking with.
The demand to make use of time effectively will only
increase, as so much expectation now rests on real
time or very fast communications.      

To reinforce the point, one train operator that is now
providing free broadband wireless access for business
travellers has noticed a surge in demand for seats, as
users discover they can get much more work done than
by taking a plane.  

Another application – which is especially pertinent given
the recent economic climate – is embedded alerts in
financial systems to tell fund managers and investors
when a critical event occurs. 
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field sales and field service

Every aspect of unified communications comes into
play with salespeople who, like fee earners, are among
the most expensive parts of a company workforce. The
benefits of unified messaging, and access to company
systems such as a salesforce automation system, are
obvious. But other tools can come into play at the point
of sale. One is conferencing – the ability to set up, say, 
a session where an expert who may be overseas is
brought in live to talk to a customer. Another is the use
of presence – that same expert may need to be found
quickly if an unexpected question or objection crops
up, and no salesperson wants to be seen floundering 
to find someone by chasing them from office to office
when their mobile is switched off or unobtainable. 

Another application is to gain access to support via a
product database. Many companies have complex
configurators for the parts and systems they sell, or the
services they provide, and online access to the latest
information on availability and options can be critical
before and during a sales visit. Again, questions will
often arise about configurations outside of those set
out in the database. In such a case, a document can be
labelled with the names of product managers or
authors – one click and an instant message is sent to
them for clarification. 

All manner of items can be ‘unified communications
enabled’ in this way. In field service, there is a well-
known issue with ‘contract creep’ – engineers turning
up to carry out a job, especially those contracted by a
third party, may be unaware of what specific equipment
is covered in the contract. Rather than doing unpaid work,
the contract manager can be contacted from the site to
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confirm what is covered – and any work confirmed as
outside of the agreement can be negotiated there and
then as a selling opportunity. 

Back in the office, order management of deals struck by
salespeople are often the source of confusion, especially
where complex contracts are made via distributors and
resellers, which are also paid as part of the sale. It is not
uncommon for an accounts person to receive conflicting
instructions from the various parties. Instant messaging
and presence can grab the attention of salespeople who
would otherwise be out on the road mainly concerned
with the next prospect. 

contact centre agents

Presence has a strong role to play in contact centres. 
A feature that is now widely implemented is ‘skills based
routing’, where calls can be diverted to people with the
appropriate knowledge to help answer queries at the
first time of asking and without endless repeating of
customer details, which is a major frustration for callers.
The addition of presence helps locate people who are
actually ready to take a call rather than those who have
gone to lunch, and can also spread the net to a wider
population of employees, including those working
remotely, who may not have been involved before. 

Decisions to implement other forms of unified
communications should be dictated by the customers.
A computer company, for example, may want to major
on web-based ‘live chat’ for support, as its clients are
techies with the latest PCs and averse to using the
phone. A firm in the youth market, meanwhile, may opt
for incoming instant messaging and videoconferencing
from young people armed with webcams. 
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Governments are introducing better citizen access to
services, for example by using websites and mobile
phone applications for live feedback. One initiative is
‘tell us once’ – instead of people having to tell several
departments about a change (eg a new baby or change
of address), contact centres can  distribute the
information to the right places after just one interaction. 

time and attendance, and workflow

Unified communications has particular value in
processes that directly involve the right people being in
the right place at the right time. Take a fire service that
has recently upgraded its telecommunications network
to take advantage of remote user connectivity, instant
messaging and multimedia conferencing. A key
application is presence for managing retained firefighters.
Previously when there was call for them to attend an
incident, more people than required could turn up and
those not needed would still be paid a fee. Now instant
messaging sent to handheld devices allows only those
needed who are on call to be summoned, while in
future their location will also be identified via GPS, so
that those nearest are prioritised.

A similar application is an airline needing to rapidly staff
a flight. If some of the aircrew become unavailable,
replacements in and around the airport can be brought
in quickly. 

Another good example is where there is a pool of
experts to call on. For example, in healthcare local
authority social workers responsible for visiting older or
sick people need to be able to contact NHS staff, such
as community nurses, in real-time, when necessary.
Unified communications can enable NHS workers and
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other cooperating agencies to see whether colleagues
are available and contact them immediately, using
instant messaging, internet telephony, audio and
videoconferencing, voicemail and email. Documents
such as X-rays and test results can be shared in real-
time, eliminating delays.  

One application is when a vulnerable patient needs to
be discharged from hospital. This can be aided by
using contacts and presence embedded in the
person’s record; clicking on links that send messages
to key workers such as drivers, GPs and health visitors
who need to be involved in the smooth return to home.

More complex workflow control could involve large
numbers of medical services – imagine a surgeon
scheduling specialist support from widely dispersed
teams, checking availability status and expertise. GPs
can also smooth their own work load and improve
patient outcomes by receiving information from
monitors attached to the body that could suggest you
come in for a check up. Similar monitoring equipment
attached by ambulance workers at the scene of an
accident can feed live information to the theatre to
increase readiness for an operation, and link to patient
data records for a complete picture of the person.

supply chain 

On production lines, ‘lean’ processes with minimum
inventory holding are now common. Unified
communications can play an important part in ensuring
a plant runs smoothly by real-time alerts to the right
people if some parts run too low. Parts can also be
tagged for security – again triggering alerts via instant
messaging if they leave the perimeter of a plant.  
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CASE STUDY: JYSKE BANK

Jyske Bank, Denmark’s second largest high-street bank,
has transformed its branches into café style shops where
customers can chat with staff, view products or just stop
for coffee. At the same time it has introduced a corporate-
wide Nortel telephony platform integrated with Microsoft’s
communications software for better collaboration and
customer service using unified communications.

Customers entering a branch are now greeted by a host at
an ‘Ask Bar’, whose role it is to transfer the customer to an
appropriate member of staff. Where before, hosts would
have had to walk through the branch to find an available
personal adviser, they now simply look at presence
information on a screen, contacting those who are free by
clicking their name on a Microsoft Office Communicator
interface to call them using a Nortel IP phone or send
them an instant message. This eliminates time spent
finding people in the bank and means the customer
doesn’t have to wait unattended at the front desk.

Employees are also benefiting from the presence
information. They can quickly see a colleague’s presence
status on their PC, work out the best means to contact
them and then do so at the touch of a button. For example,
if someone is on the phone, they can send them an instant
message, rather than sending an email that may not be
responded to for some time. The same technology is
being used for customers calling the bank. They are
given more precise details of an adviser’s availability, so
that they know exactly how and when to contact them.

According to Gustav Jensen, the bank’s mobility manager
for office automation, employee behaviour is changing.
“We’ve noticed that staff are checking to see if a
colleague is busy or not before attempting to call them.
This is saving a lot of time calling busy numbers or
walking through several floors of a branch trying to find
someone. We’ve also noticed that people are using less
email – which is not real time – and more instant
messaging.” The bank has also been exploring other
uses such as web meetings and has run a campaign to
show employees more ways to ease their working life. 
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building
blocks 

Unified communications technologies can now be bought
off the shelf, as much functionality is embedded in modern
telephony systems and software that runs on standard
computer servers. Clearly, developing applications that
create extra functionality such as adding presence to a
field service workforce or enabling product databases 
to be used more intelligently can require custom work.
But specialist packages for certain job functions and
industries will, no doubt, become available from vendors.

As indicated in Chapter 2, a first step for implementing
unified communications is to bring together voice and
data communications on a single network. Instead of
using separate line for telephones, all voice and data
traffic enters and leaves the office via the data network.
This is thanks to the ability to run voice over IP (voice
over internet protocol, or internet telephony). 

An IP network is the backbone for all internet and web
communications and is the basic requirement for
unification, or convergence as it is commonly known. 
Its immediate advantages are:

eliminating dual cabling and separate voice
network management 

calls made to other sites and to networked remote
users over fixed and virtual private network are free

provisioning users in the office is much more
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simple – they just log in to identify themselves as a
computer and phone user at any place, which also
helps with hotdesking for mobile and visiting
employees dripping into the office

The cornerstone of the converged set up is what is
traditionally termed a private branch exchange (PBX).
All the latest models are known as IP-PBXs. They are
more like computer servers and provide IP telephony to
the desktop. Older PBXs may also be upgradeable for
similar functionality. Some suppliers also offer IP-PBX
purely as a software product. It is also possible to
outsource this functionality and others such as email,
security, business applications and the entire private
network to a managed service provider. 

IP-PBXs offer many features that were either expensive
adds-ons or were not possible in older telephony
platforms. These include voicemail, sophisticated call
routing and directory services. They also offer other
unified options such as messaging, but there are also
many dedicated unified communications products that
integrate with the telephony system.

Chief among these at present is Microsoft’s Office
Communicator, which made major waves when it was
launched in 2007. It is the first Microsoft product to
combine voice over IP, instant messaging, presence
and web conferencing in a single offering. 

When integrated with an IP-PBX it allows you to unify
not only elements such as email and instant
messaging, but place calls by clicking on a contact,
identify whether people are available, control desk
phones (eg. call forwarding and conference calls) and
divert calls to voicemail handled by the computer. 

BU ILD ING BLOCKS
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Office Communicator works with standard software
already in use in many companies, such as the Microsoft
Office suite, which in any case offers a degree of unified
communications. The widely used Outlook and Business
Contact Manager, for example, already offer messaging
capabilities for personal contacts and customer
relationship management.  

Many companies are jumping on the unified
communications bandwagon with ‘point’ offerings such
as meeting, conferencing and other collaboration tools.
There is also a huge choice of tools for contact centres,
and for mobile systems, which can vary from simple
systems that use SMS texting up to full-blown integration
with company database systems. So called ‘enterprise
class’ instant messaging will be a growing force – and
will also be used much more by mobile users. There are
other new applications that are likely to become important
in the unified world, such as the business use of social
networking sites such as LinkedIn and Facebook. 

Small firms can create basic unified communications
capability using products widely used by consumers.
These include voice over IP telephony from companies
such as Skype, instant messaging from Microsoft and
web cameras that are often built into notebook
computers. 

It is impossible to provide more than a brief guide to
products here – but see the resources section for useful
websites.  

fixed-mobile convergence

Many people already make very productive use of mobile
devices for voice, data and internet communications.
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SMS messaging and the BlackBerry email handheld
are very popular and have been adapted to work with
many applications that interact with office systems. But
the ability to converge mobile voice calls with those
made to the office has been more of a challenge, mainly
because mobile operators have been slower to move to
internet-based telephony. 

Fixed-mobile convergence means that instead of
having separate desktop and mobile phone lines the
two can be combined on one portable handset. Each
person then has only one company phone number that
runs to both the office and the mobile. This allows
anyone to be reached wherever they are, without the
caller needing to know a separate mobile number.
There are also cost advantages. For example, people
often use their mobile when in the office. Such calls can
be routed instead via the office system. And calls made
from within the company can be placed on a special
plan, as well as being made by short dialling codes or
from the computer desktop.

Employees can also use dual mode handsets that work
on both local wireless and mobile networks. It is also
now possible to install private mobile base stations in
premises, which companies such as supermarkets are
starting to do. Along with one business number and
calls made over the cheapest method, users can also
access office functions such as conferencing,
company directory lookup and voicemail transfers. 

On international business, calls can be routed through
private or serviced IP networks, avoiding costly
roaming charges, that apply to mobile to mobile calls,
but which instead are billed at local rates.
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Systems are available now that unite conventional
mobile networks with the office. And there are other
wireless technologies such as WiFi, where special
phones can be used around a site, and the forthcoming
long range WiMAX. There are also applications for
video and multimedia, all of which make this area of
convergence and unified communications a hot topic. 

CASE STUDY: TELEPGRAPH MEDIA GROUP

With over 150 years of publishing under its belt, The
Telegraph Group was no stranger to changing markets
and technology. In 2005 the Group was acquired by
Press Acquisition Ltd and another stage of the
company’s history began, as the Telegraph Media Group
– a company whose ambitions encompass the creation
and delivery of video, audio, print, and online content. 

The need for instant access to information and news,
and the incalculable increase in video and audio content
would put a lot of pressure on the IT infrastructure. The
existing network was already working at capacity 70% of
the time and a new, highly reliable and scalable network
was essential. Two goals summarised the Group’s
ambitions: to give staff the ability to be connected via all
forms of media to the outside world, 100% of the time,
and to enable staff to work from anywhere as if they
were in the corporate offices. A head office relocation
from Canary Wharf to Buckingham Palace Road
presented the perfect opportunity to acquire a new IT
infrastructure that would achieve these ambitions, and
provide the technology platform for future growth. 

A single vendor solution was strongly preferred by Peter
Green, Telegraph Media Group’s operations director: 
“We don’t have the time to wait for vendors to figure out
whose responsibility it is, should something need fixing
or changing. Ten minutes downtime could mean 13,000
newspapers don’t get printed in time.” 

With this in mind, the Group’s IT team investigated and
benchmarked the solutions available and identified 200
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CASE STUDY: TELEGRAPHY GROUP

functionality areas significant to them, with Nortel clearly
in the lead against the criteria at the top of the list –
reliability. “On a Nortel network the failover time is less
than a second, even with a core device failing,” says
Green. “This means no connectivity is lost. Some
vendors had 30 seconds or more failover time, which
would mean all phone calls to our contact centre at that
point would be lost”. 

A scalable, secure and highly available converged
solution offering 99.999% reliability was designed and
implemented. The solution includes a local area network,
a building-wide wireless infrastructure, IP telephony, a
contact centre and a multimedia communications server.
The Nortel Multimedia Communications Server (MCS)
provides 500 staff with secure instant messaging, audio
and videoconferencing, whiteboard and application
sharing. Mobile and home workers can access these
tools as easily as the office based workers.

Today, the Telegraph Media Group operates a single
network across all six sites. Staff can work at any of the
Group’s offices, from home or any place with a broadband
connection, and still have access to the whole range of
communication tools and business applications. 

The IP network delivers 400 TV channels and every
available radio station to each desktop. Many thousands
of images of up to 25MB each and up to 60 videos are
circulated across the network each day. “There is a huge
amount of traffic on the network, and we haven’t
experienced any issues over bandwidth or throughput
across the infrastructure. The technology has delivered a
totally reliable, super-fast and very cost effective
converged solution,” says Green. 
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making the
business case
Unified communications and the world of converge
generally have been a big test for the IT industry. That is
because of the involvement of two traditionally separate
areas – telecoms and computing –  and difficulties in
bringing different ‘mindsets’ together. In turn, this has
meant that much of the marketing of early systems was
clouded in technical detail and lack of compelling
business benefits. This is common in many complex
areas that break the mould – as unified communications
certainly does – and marketing messages, standards
and partnerships take time to evolve. 

But it has been five or so years since the benefits of
convergence were promoted, and many organisations
now have deployed at least the underlying single
network with IP telephony, voicemail and other calling
features.  Decision-making is now moving from making
cost savings and buying future proof systems to defining
business value. Discussing business value – if not
definitive, hard and fast return on investment – should
be the starting point for discussions with suppliers. 

Other points to consider are:

experience with unified communications. This may
seem obvious, but many resellers of equipment
and software will claim to be supplying some
element of unified communications, but will not
have a track record in enabling the features with
clients. Look for case studies and references 
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specifying a network. When implementing a
converged voice/data network it is important that
it is capable of handling the traffic load that could
be placed on it. Voice telephony, in particular, must
not be compromised by overloading a network

relationships with partners. Are the suppliers
accredited by the primary technology vendors in
terms of technical ability? And, to what level? 

training. Staff training on new systems is vital. Good
suppliers will specify this as part of an installation 

spend management. Consider auditing telephone
spend management, particularly for mobile phones.
This will not only save unnecessary line rentals and
unjustified calls, but also help in identifying where
smarter, unified systems may be a good alternative

The websites of major unified communications vendors
such as IBM, Microsoft and Nortel carry not only details
of local implementation partners, many of which
specialise in certain industry sectors, but also collections
of case studies and other supporting materials (see
also useful resources, p39). 

Awareness of and training in new technologies that
enable flexible working is especially important,
according to research by BT, if SMEs in particular are to
move to the ‘third generation’ of flexible working. The
first generation is simply flexibility in working hours; the
second involves a degree of technology that allows
working away from a central base. The third adds the
concept of location independence and virtual working,
but is being undermined by ‘lack of appropriate IT skills
and inadequate training’ Some three quarters of SMEs
do not provide IT training for flexible working, reports BT.  

MAKING THE  BUS INESS  CASE
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BUSINESS CASE SNAPSHOTS

These examples are condensed from a number of analyst
sources and all financial figures have been converted to
sterling. 

IP telephony

£25-£50 per user from moves/adds/changes

50 per cent off branch office telephony management

25-75 per cent off phone charges

40 per cent off cabling at new sites

£25 a month for mobile users off long-distance and
calling-card fees 

presence and instant messaging

application: presence indicates the status of another
user and instant messaging provides another means
of real-time communication

advantage: employees save time sending and
retrieving messages by connecting to others the first
time on the right device

data points:

knowledge workers save 15 minutes a day 

Microsoft employees save 68 minutes a week

first-time communication saves 30 minutes a day

one hour a week saved through the ability to
escalate instant messaging chat to a voice or
video call

conferencing

application: audio, video and web conferencing
integrated with on-line calendar enables ad-hoc
conferencing 

advantage: enables coworkers to set up conference
calls quickly as well as meeting and sharing
documents virtually
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BUSINESS CASE SNAPSHOTS

data points: 

75 per cent of workers in a survey indicate they
would save one to five hours per week with real-
time collaboration

60 per cent of 2,000 knowledge workers
surveyed save one hour each per week or 30,000
hours in total each year

supply chain 

application: shortage in warehouse triggers automatic
instant message to project managers and ad-hoc
conference setup

example: manufacturing warehouse

cost per lost sale: £13

number of lost sales: 5,000. Total losses: £65,000

benefit: reduce inventory shortages

by five per cent: £3,250 revenue increase

by 20 per cent: £13,000 revenue increase
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Useful organisations

Broadband Stakeholder Group (broadbanduk.org)

Broadband Watchdog (broadbandwatchdog.co.uk) –
provider of listings and comparisons

BT (bt.com/uk/convergence) – unified communications
information from BT

Business Link (businesslink.gov.uk) – government SME
advice site

Call Centre Focus (callcentre.co.uk) – contact centre
news site

Communications Management Association (thecma.com)

Community Broadband Network (broadband-uk.coop)
– networking site for local projects

Customer Contact Association (cca.org.uk)

Flexibility (flexibility.co.uk) – flexible working resource site

Henley Management centre (henleymc.ac.uk) –
research on future work

Homeworking.com – UK homeworking resource site

Grant Thornton (grant-thornton.co.uk) – research on
work practices

Microsoft (microsoft.com/uc) – unified communications
section

Mobile Computer Users Group (mcug.org.uk)

Mobileinfo (mobileinfo.com) – mobile and wireless site

Nortel UK (www.nortel.com/uk) 

Nortel Hyperconnectivity (www.hyperconnectivity .co.uk)  

Nortel/IBM Alliance (nortel.com/ibm)
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Nortel/Microsoft alliance
(innovativecommunicationsalliance.com)

Nortel SMB Solutions (www.nortel.com/mybusiness)

Nortel Telepresence (www.nortel.com/telepresence) –
Nortel 

Nortel (nortel.com/uc123) – unified communications
site by Nortel

Nortel unified communications return on investment
calculator (nortel.com/ucroi)

Ofcom (ofcom.org.uk) – communications regulator

Ovum (ovum.com) – IT/telecoms analyst

Point Topic (point-topic.com) – broadband analyst

Thinkbroadband.com – UK broadband news and
Information

TMCnet.com – news on voice over IP, call centres,
wireless, etc.

Unified Communications Expo
(unifiedcommsexpo.com) – site of annual UK show 

Voice over IP news site (voip-news.com)

Voice over IP resources (voip.org.uk)

Work Foundation (theworkfoundation.com)

Workwise UK (workwiseuk.org) – smarter working
campaign




