
The next generation has arrived

C olt Telecom is
upgrading its
long-distance
n e two rk to
car r y voi c e
and data be-

tween metropolitan area net-
works (Mans) in 34 European
cities. The first phase of the
project, due for completion la-
ter this year, is already live in
eight countries.
In Dublin, the company is

also building a next-generation
ethernet network on a multi-
service platform, according to
Gary Keogh, managing direc-
tor of ColtTelecom Ireland.
‘‘The economic downturn

has had an impact on the way
telecoms operators invest in
the roll-out of new technolo-
gies,’’ said Keogh. ‘‘In the past,
operators may have taken a
‘build it and they will come ap-
proach’ to the roll-out of new
technologies.
‘‘Today, operators are opting

out of such speculative invest-
ments in favour of targeted in-
vestments that show a clear
return from the outset.’’
The cost-cutting pressures

facing companies in the down-
turn is a double-edged sword
for Colt.While it claims that
the technologies it sells can
save money for its customers,
this has little relevance to com-
panies with nomoney to spend
in the first place.
‘‘Organisations need to re-

vise their cost structures and
eliminate excess costs,’’ Keogh
said. ‘‘At the same time, they
need to defend investment in
future technologies to drive
business results.
By outsourcing the manage-

ment of their telecoms infra-
structure ^ a service offered

by Colt ^ Keogh said compa-
nies could reap a number of
benefits. Potentially, these
could include access to the lat-
est developments in technology
without the need to commit to
the upfront costs associated
with outright investment.
‘‘Outsourcing the manage-

ment of telecoms infrastruc-
ture to a trusted technology
partner allows the end custo-
mer to focus all of their re-
sources on the core activities
driving the bottom line for
their business,’’Keogh said.
Businesses rarely see invest-

ment in ITas a means to cut
everyday business costs. Most
instead see it as an unavoidable
expense.
To persuade companies of

the wider benefits of wise in-
vestment, Colt is honing its
own offering in two distinct
fields ^ SMEs and managed
services. Last year, the com-
pany launched a dedicated
SME division. ‘‘Large organi-
sations are often better posi-
tioned to align technology
solutions with business objec-
tives, as they are supported by
established and professional
ITdepartments,’’ said Keogh.
‘‘SMEs, on the other hand,

are often hampered by a lack
of experienced ITresources as
well as smaller budgets, so the
task of selecting the right com-
munications solutions to drive
business performance consti-
tutes a significant hurdle.
‘‘For this reason, more and

more SMEs are turning to
managed services to provide
instant ac c ess to h igh ly
trained, on-call ITpersonnel.’’
The economic downturn

has spurred growth in the de-
mand for managed services,

prompting Colt to establish a
dedicated managed services
division in September 2008.
‘‘Managed services have al-

ways constituted a strategic
product set for Colt,’’ Keogh

said. ‘‘However, growth in the
market for such services,which
we expect will continue for the
foreseeable future, spurred by
the downturn in market condi-
tions, has influenced Colt to

become more focused on how
we serve this market.’’
The company sells solutions

based on standardised plat-
forms, supported by its net-
work, ut i l i ty comput ing

applications and data centres.
Since the company’s launch

in the Irish market eight years
ago, Keogh has seen a number
of significant changes, includ-
ing broadband,mobile internet

and converged voice and data
networks.‘‘Such developments
have changed the way people
communicate,bothprofession-
ally and privately,’’ he said.
‘‘From a business perspective,

the majority of business trans-
actions were facilitated by
face-to-face or telephone con-
versation just ten years ago.
‘‘Today, the element of per-

sonal conversation is often re-
placed by text communication
such as SMS, e-mail or instant
messaging,which are available
in near real-time thanks to
broadband. As broadband net-
works continue to evolve,
Keogh said there would be
greater availability of video-
based services for conferen-
cing.
‘‘We have yet to realise the

most significant shift in the
technology landscape in Ire-
land, which is the progression
toanationwide nextgeneration
network, with both retail and
wholesale access to the full re-
mit of next generation solu-
t i o n s ,’ ’ h e s a i d . ‘ ‘ T h i s
development is vital if Ireland
is to remain competitive on an
international standing.’’

Colt Telecom is leading the way
in preparing Ireland for future
challenges with more advanced
telecommunications, writes
Niall Byrne
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P aying out for the lat-
est te chnolog ies
could prove a bene-
ficial money-saver

for cost-conscious businesses
in the long run, according to
Peter Clarke, enterprise mar-
ket director of Eircom.
‘‘By measuring the return to

the business over a longer peri-
od than 12 months, new tech-
nologies may offer better value
and enhance an organisation’s
competit ive advantage,’’
Clarke said.
He believes that new tech-

nologies can go a long way to
improving customer care and
boosting sales productivity.
‘‘For instance, a company

that needs to improve its call
handling might simply up-
grade its current intelligent
voice recognition (IVR) sys-
tem, where callers press num-
bers on the phone pad to
access a service,’’ he said.
‘‘The other option, however,

is to leverage new technologies
such as enhanced voice recog-
nition (EVR) to improve the
overall quality of the call ex-
perience,which in turn can im-
pact customer satisfaction and
loyalty.’’
EVR uses speech recogni-

tion technology that allows
businesses to handle routine
queries from callers. If used ef-
fectively, it can free up employ-
ees’ time leading to improved
efficiencies for the wider busi-
ness.
EVR solutions include Eir-

com Operator, Eircom Locate
and Connect and Eircom In-
formation Line.
Operator Connect links

callers to their destination
when they identify the person
or department they want to
contact. Locate and Connect

asks callers to state their loca-
tion, and tells themwhere their
nearest office is located. The
caller can then choose whether
or not they want to be con-
nected to the office. An auto-
mated service, Information
Line enables businesses to pro-
vide key information to callers.
Clarke said the need for in-

creased productivity, enabled
by automated solutions such
as EVR,was driving trends in
ICT. Added to this is the grow-
ing requirement for mobility
among businesses and consu-
mers. In June, Eircom an-
nounced its own entry into the
mobile broadband market.
Eircom responded to grow-

ing demand for fixed-line
broadband in recent years with
a roll-out programme that has
made the technology available
to over 1.4 million telephone
lines.
Internet protocol (IP) net-

works have come to the fore in
the past five years.
A report released byAccent-

ure in 2005 predicted that com-

panies would be drawn to IP
technologies for three reasons:
lower cost, the capacity to
transmit large quantities of
data and the ‘always on’ con-
nection that broadband offers.
As Clarke sees it, IP net-

works are about much more
than just communication.
‘‘You can reduce your utility

bill by using the IP network to
monitor energy use and detect
anomalies, such as after-hours
lighting,’’ he said.
‘‘Training, too, can be deliv-

ered more cost-effectively by
supplementing or replacing
face-to-face courses with on-
network training.’’
According to Accenture, IP

technologies have helped to
close the communications gap
between large and small com-
panies, reducing start-up costs
to new businesses.
He said there was a need for

companies, who had paid to
sign up to the new technology,
to realise their investment’s full
potential.
‘‘Companies have invested

heavily in IP networks over
the past few years, but few
who upgraded to IP as their
network infrastructure have
maximised the power of the
network to remove operational
costs,’’ he said.
‘‘They have to leverage the

investment they have made in
those networks and ensure
they are using them to their
best potential.’’
Eircom’s business IP solu-

tion offers companies full-traf-
fic prioritisation. Ethernet
access speeds are available
from 10mbs to 100mbs, and
connectivity solutions ^ such
as Eircom Metro Ethernet ^
offer connectivity at gigabit
speeds. As companies get to

grips with all things IP, the
need for unified communica-
tions has come to the fore.
Unified communications

enables greater collaboration
between, and within busi-
nesses, regardless of location.
‘‘If you have a lot of distribu-

ted sites all over the country,
centralising those with some
form of unified technology
makes absolute sense. It creates
great efficiency,’’ said Clarke.
From IP, video and confer-

ence calls, to secure document
sharing and fax transferral, the
unified approach makes com-
municating easier.
Unified communications

can also cut costs by reducing
the need for face-to-face, or
phone-based, communication.
The potential outcome ^ a
more productive workforce ^
has obvious benefits.
And in a world where uni-

fied communications is be-
c o m i n g i n c r e a s i n g l y
important, so too are visual
communications, both from a
performance and cost cutting
perspective, said Clarke.
‘‘Visual communications

are key in the current environ-
ment,’’Clarke said.
‘‘High quality visual com-

munications can reduce travel
times for companies by as
much as 30 per cent and in-
crease availability of scarce re-
sources,or the centralisationof
ICTto eliminate duplicated re-
sources and applications in
multiple sites,’’ said Clarke
Not only do they reduce a

company’s carbon footprint,
telepresence also allows docu-
ment sharing and live audio,
giving businesses access to ex-
pertise that they previously
wouldn’t have had.
Voice over Internet Protocol

(VoIP) has been another suc-
cess story over the last three
years, as an increasing number
of people take advantage of
voice services in Ireland.
Eircom has recognised the

growth area inVoIP, and offers
services that allow for out-
bound and inbound calling.
Businesses can avail of intelli-
gent call-handling solutions,
eliminating internal call costs
and increasing the efficiency
of their communications infra-
structure.
‘‘One of the interesting

things in the business world is
that we have a whole genera-
tion of people coming into the
workforce who are now used
to instant communication,’’
Clarke said. ‘‘They have huge
expectations of what’s avail-
able, and there’s an onus on
companies to ensure that at an
enterprise level, that type of al-
most instantaneous communi-
cation is in the market place.’’
In order to continue to de-

velop its suite of solutions, Eir-
com looks at the business
needs of its customers and de-
velops solutions on the back of
those needs.
Eircom has a clear engage-

mentmodelwith its customers,
and tries to come up with cle-
ver ways of boosting commu-
nications.
‘‘Innovation gives you a

competitive edge, andyou have
to do things cleverly. Ireland is
very well positioned and very
active in the area of communi-
cations technology,’’ said
Clarke. ‘‘Ten years ago, tech-
nology and infrastructure may
have been an issue on these
shores, but that’s no longer the
case. And Eircom is playing its
part in getting people busi-
nesses connected.’’

Peter Clarke, enterprise
market director, Eircom

Technologies worth it in the long run
The latest in technologies should be costed over longer periods to reflect their
true impact on customers and productivity, writesLindaDaly

Gary Keogh, managing director of Colt Telecom, with Caroline Healy, account manager for global accounts, and Ian Wiley, senior account
executive, at the opening of Colt’s new Irish headquarters in Dublin
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By Post Reporter

T he rapid develop-
ment of communi-
cations technologies
is revolutionising

the way companies do busi-
ness, ac cording to Anne
O’Leary, director of business
& enterprise with Vodafone
Ireland.
Mobile applications, en-

abling trouble-free e-mails on
the go, mean that businesses
have the capacity to respond to
customers with more agility
and flexibility than ever before.
It is this quiet revolution that is
helping businesses to over-
come the recession to reach
customers d i re c t ly, sa id
O’Leary.
‘‘We recently conducted re-

search on mobile e-mail access
across the Irishbusiness sector,
which highlighted that almost
30 per cent of Irish workers
now expect a response to a
business mail within 30 min-
utes,’’ said O’Leary. ‘‘That is
how close you have to stay to
customers if you want to suc-
ceed.’’
The way businesses ap-

proach work is changing and
there is a need to address this
change with technology, said
O’Leary.
‘‘We have seen an approxi-

mately 30 per cent increase in
mobile e-mail penetration on a
year-on-year basis amongst
our business customers as the
productivity benefits of mobi-
lising are tangible.
‘‘The business case for de-

ploying these services is com-
pelling.Mobile technology is a
cost-reduction enabler in a cli-
mate where businesses are hav-
ing to aggressively review all
expenditure. Mobile working
has the ability to liberate em-
ployees from their desks.Tradi-
tionally, people went to work.
Now, they can work anywhere,
anytime,’’ she said.
‘‘We have undertaken signif-

icant research into the area of
mobile working and we have
seen that businesses who seize
opportunities are much more

customer-centric.
‘‘People who use mobile so-

lutions have a competitive ad-
vantage over those that don’t.
Theyare always available.They
can go out and get more busi-
ness.This liberates employees

and empowers them to do the
best job they can. Flexible
working extends beyond sales.
People working from home are
able to utilise the extra hours
spent travelling and be more
productive as a result.

‘‘At the end of the day, busi-
nesses should focus on solu-
tions that add value. Smart use
of technology is vital and busi-
nesses need to ensure they uti-
lise the great value that is on
offer to them,’’ she said.

By Dermot Corrigan

A new government
report on broad-
band has failed to
adequately ad-

dress the needs of the industry
in Ireland, according to Tom-
my McCabe, director of the
Telecommunications and In-
ternet Federation (TIF).
The policy paper ^ entitled

Next Generation Broadband:
Gateway to a Knowledge Ire-
land ^ was launched last Mon-
d a y , s e t t i n g o u t t h e
government’s plans to position
Ireland as a leader in ICT in-
novation.
According toMcCabe, how-

ever, the policy supports a mis-
guided strategy to encourage
competing providers to invest
separately in different next-
generation network (NGN)
telecommunications systems.
‘‘The government’s position

seems to be that competition
in the market will lead to in-
vestment,’’ said McCabe.
‘‘That is not necessarily the
case.’’
McCabe said that TIF’s

members favoured a co-opeti-
tion model,whereby one entity
would build the required infra-
structure and operators would

then compete to offer services
on it.
‘‘Co-opetition combines co-

operation and competition to
enable investment and still fos-
t e r c omp e t i t i o n ,’ ’ s a i d
McCabe. ‘‘The industry to-
gether, one particular com-
pany, or a combination of
companies, could invest in the
infrastructure. Then you have
operators who avail of the
wholesale infrastructure and
compete at retail level.’’
According toTIF estimates,

telecoms providers in the pri-
vate sector have invested an
average of e730 million an-
nually in new infrastructure
and technology in recent years.
A lower figure was likely this
year,McCabe said.
‘‘The economic downturn

has impactedon everybody, in-
cluding the telecommunica-
tions sector,’’ he said. ‘‘All the
operators have to justify any
capital expenditure, and the si-
tuation has becomemore diffi-
cult.’’
McCabe said uncertainty

over the regulation of new in-
frastructure made it difficult
for individual firms to commit
to investment.
‘‘It is not clear yet how the

proposed NGN system will be
regulated, or how competitors
would access the infrastruc-

ture.There has to be a balance
between stimulating invest-
ment and encouraging compe-
tition to enable investment to
take place,’’ he said.
It was announced last week

that a consortium, led by Ima-
gine and backed by Intel,
would invest e100 million in a
newWiMax network, to pro-
vide high-speed connectivity
to a large number of users in
metropolitan areas.
Although he welcomed the

move,McCabe added thatWi-
Max technology was still at a
relatively young stage.
‘‘Like all new technologies,

WiMax has to be welcomed,
but it remains to be seen how
effective it will be,’’ he said. ‘‘It
is natural for any new entrant
to say theyare going to dowon-
derful things, and they may
well do that.The proof of the
pudding will be in the eating,
sowewill have towait and see.’’
TIF works with policy-ma-

kers in Ireland and the EU on
behalf of its members.
Established in its current

form in 2000, it has more than
70 members who form sub-
groups cover ing different
areas of the Irish telecoms
market, including cable and
broadcasting, regulatory af-
fairs, data retention, mobile
and outsourcing services.

Tommy McCabe, director, Telecommunications and Internet Federation MAURA HICKEY
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Broadband report
doesn’t go far enough

By Niall Byrne

T here has been a ma-
j o r i n c r e a s e i n
broadband uptake
among businesses

in recent years, following the
unbundling of telephone ex-
changes and the advent of fi-
bre-optic cable networks.
Whereas the challenge used to
be ensuring that businesses
had access to a reliable service,
the issue now is ensuring that
they save costs.
‘‘Any business that wants

broadband has broadband,’’
said Joe Lavin, senior product
manager of Magnet Networks.
‘‘We are now in a state where
we don’t have to educate peo-
ple that ‘always-on’ broadband
is good for their business, be-
cause they already have it.
What we need to do is educate
people as tohowmuch theyde-
pend on that broadband and
what they need to do to opti-
mise their use of it.’’
Until recently, broadband in

the office was used primarily
for web-browsing and e-mail.
Its use for more advanced
functions is steadily increas-
ing, however.
‘‘Now, it is standard for com-

panies to have their own do-
main name for e-mail. Not
only are they using the web for
basic functions, they are using
it to pay their staff at the end
of every month using electro-
nic banking,’’ Lavin said.
‘‘They are using it for hosted
Sage software to look after
their accounts.They are using
i t to ho s t on l i n e CRM
packages from Salesforce.com,
and so on.’’
With voice-over internet

protocol (VoIP) ^ or IP tele-
phony ^ voice calls are relayed
over the internet connection
instead of a traditional phone
line. According to its suppor-
ters, the technology has major
cost-saving potential for both
businesses and consumers.
‘‘The primary driver behind

the uptake of IP telephony is
really high-speed broadband
access into businesses,’’ said
Lavin.
‘‘Up until recently, compa-

nies could only have invested
in IP telephony from the likes
of Cisco or 3Com where they
would still have to use their le-
gacy PSTN line because there
wasn’t the broadband network
out there to support that type
of service.’’
The availability of high-

speed broadbandmeans IP tel-
ephony is a reality for a grow-
ing number of businesses, that
are also availing of web-hosted
applications from the likes of
Sage and Salesforce.com. As
well as theDSL services it pro-
vides through unbundled tele-
phone exchanges, Magnet
offers fibre cable direct to the
office in some urban areas.
‘‘It is not for everyone, but

people are investing in fibre
where there is fibre available,’’
said Lavin. ‘‘Beforehand, some

companies would balk at a
e5,000 install for fibre into the
office but would think nothing
of spending e3,000 to get in a
primary rate ISDN line for
their telephony services.’’
Spending pr ior ities are

changing as companies come
to realise the central role com-
munications technologies can
play in modern business. Up-
loading data to the web is now
as commonplace as download-
ing data from it used to be.
‘‘There is a lot more empha-

sis needed on the upload speed
for particular customers. A
3Mbps or 7Mbps ASDL con-
nection is great for download-
ing and browsing the web, but
the upload speed may be only
256Kbps or 300Kbps,’’ said
Lavin.
‘‘You really need symmetric

(SDSL) if you are using broad-
band to upload PowerPoint
presentations, for IP telephony
or electronic banking, or you
will experience delays.’’

Awholly-owned subsidiary
of US investment firm Colum-
bia Ventures, Magnet started
operating in Dublin in 2004.
Earlier this year, the company
announced plans to expand its
network using a e30 million fi-
bre-optic cabling system from
its sister company, Hibernia
AtlanticGroup, linking several
locations in Northern Ireland.
‘‘Because Hibernia Atlantic

Grouphas anetwork inNorth-
ern Ireland it means it is a rela-
tively low-cost opportunity to
look at operations in Northern
Ireland,’’ said Lavin.
‘‘There is a lot of fish to fry

in theRepublic aswell.Wehave
more than 200 business custo-
mers now using our converged
voice and internet service.We
want to build on that.’’
With budgets across the

business world tightening, ser-
vice providers like Magnet
Networks have had to rethink
how they market their pro-
ducts. ‘‘We have always prided

ourselves in being a product
leader and of being innovative
in the marketplace. Previously,
we weren’t pushing the cost
message ^ we were pushing in-
novation. This past year, we
have had to focus more on the
cost side.
‘‘It is difficult to persuade

peopleby citing intangibleben-
efits, such as greater efficiency
and better communication be-
tween co-workers, even though
they save money in the long-
term, but IP telephony does al-
low you to see an immediate
saving on phone line rental.
‘‘A small company could

probably pay e200 to e400 a
month simply to run phone
lines into their business.
‘‘With IP telephony, you

have one connection, which
can support up to 40 concur-
rent phone calls.You are saving
immediately on line rental, ir-
respective of the savings on
the cost of telephone calls and
increases in efficiency.’’

Broadband providers focus
on issue of better value

Joe Lavin, senior product manager, Magnet Networks

Mobility is vital to ensure success

Anne O’Leary
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