A guide to
Business Telecoms
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2010

THE PESCADO
JOURNEY...

Move to bigger premises
• Team of 25 people
• Awarded Vodafone Gold partner of
the year
• VoIP cloud telephony added to

2007

• Now selling Vodafone agreements

Pescado is born
• A team of three – Jonny, Fraser & Paul
• Technology centre Ellesmere Port

..........................

• Selling O2 & Orange contracts to business

...................................

2006

GOLD
PARTNER

2011

.......................

• Accredited to O2 approved partner

....................

Business grows

...................................

portfolio

The year of Vodafone
• Awarded Vodafone Gold partner of

PLATINUM

PARTNER

the year
• Promoted to Vodafone Platinum Partner
• IT services added to portfolio

2012
The business moves to Chester
• EE direct business partner
services
• New connectivity & telephony service
desk

Formalise IT service and support
function New IT support desk offering
customers “one stop” for all their business
technology needs. Invested in new
‘connectwise’ CRM TTI system. Remote &
onsite engineers with Microsft Gold
Partner accreditation.

2016

.............................

...........................................

2013

.....

customers abrest of their queries
..............................

2015

.....

• State of the art CRM system keeping

.......................................................

• Launch of managed connectivity

Team growth to support customers

Move to new premises in Ewloe

• Team of 40 people

• Training & demo suites for customers

• New account managers to support customers with everyday technology

• Team of 63 people

needs, backed up with mobiles & telephony customer support desks
• First to deploy and publish service level agreements for all products
• Internet of Things added to portfolio

• Customer satisfaction programme
launched
• Team-building trip to Marbella
• 10 successful years - here’s to the next 10!

Introduction
When it comes to selecting the right
business telecoms for your company
there are so many factors to consider.
If you’re not a technology guru the choices can seem
overwhelming and the industry lingo hard to digest.
Don’t panic. Choosing the best business telecoms for the
successful functioning of your company is an important
decision and not to be rushed.
This helpful Business Telecoms User Guide will cut
through the confusion and put you on the right path.

Mobile
If your staff are based in various
locations or often out and about a
business mobile phone package will be
invaluable, but where do you start and
how can you ensure value for money?

Don’t rush ahead
It’s no good choosing a deal purely
based on price and then finding out
it doesn’t deliver what your company
really needs.
We’ve seen so many companies
get tied up for years without
understanding the full picture.
We advise talking through all the
scenarios, about contract end dates,
minimum spend penalties, hardware
ownership – as long as you know
the full picture you can make a
considered decision.

Are you clear on the difference between international &
roamed calls? - because the costs can be confusing!
This difference can trip up many customers when it comes to choosing a
business mobile deal. The two terms are often confused. Before you analyse
the deals it is important to know.

Roaming Calls / Roamed Data

International Calls

If you are abroad, whether you make
a call / use data within that country
or elsewhere it is a roamed call /
roamed data.

Calls you make to abroad locations
from your home country.

Networks
So let’s look at networks. Before you start reading all the
fine print of different business mobile packages by various
providers you need to know what the right terms are and
understand what you are seeking.

Network suggestions
Vodafone offers euro traveller and world traveller packages.
They offer a simple to understand daily charge for voice, text
and data.
EE often provide international minutes with UK allowances and
bundled options for roaming calls and data.

When choosing your network consider the
following questions:
What network appears to work for you?
What do friends and colleagues use and why?
Remember you can always negotiate a better deal. First
approach the decision from what the package offers and what
your business needs.

Top tips & great questions for networks:
Check with networks what they can provide if you fail
to get signal at home for example.
Vodafone offers a “sure box” to customers ensuring
great signal at home, and other networks provide
booster boxes which boost existing signals.
Don’t forget these all come at a cost and networks
dislike releasing people from contracts once they
are signed. They will make it hard for you to leave
so it’s worth asking this question before you sign.
Browse these handy coverage checkers with top
networks Vodafone, O2 and EE.
• http://m.vodafone.co.uk/mobile/welcome/
support/coverage-checker/index.htm
• http://www.o2.co.uk/coveragechecker
• http://ee.co.uk/why-ee/network/mobilecoverage

Tariffs
All the major networks now offer ‘all
you can eat packages’. This is how they
can get you to commit to spending a
little more.
Many still offer cheaper, tailor made
packages, however, although they may
appear cheap, they often have hidden
catches if you overspend! Be wary of
the small print here.
With so much pressure on reducing the
cost of calling from abroad, particularly
within the EU, the mobile networks
are under pressure as their revenues
are falling. Ensure you check where
in the world your phones will be, as
prices vary greatly between overseas
operators and in particular outside of
the EU, these can often be expensive.
Ask about VoIP mobile applications
on your mobile. These can drastically
reduce costs.

Hardware
Once you commit to your business
mobile phone deal you may be given
free phones or a hardware fund.
The sign of a good operator is if they
allow you to test the hardware first.
If you are allocated a hardware or
technology fund, ensure the prices
you will be charged for phones are
not inflated.

You don’t always need
the latest gadget for great
performance
Being influenced by the latest fashion
is a way to end up spending more
than you need. There are thousands
of handsets available and many do
exactly the same job and function as
top of the range handsets.
It is not untypical that you can buy the
same functionality of a £500 handset
for £200. Take advice and ask for a
trial.

The Deal - top tips for getting
the best package
Once you have done all your research into the networks, the
packages and hardware, it is time to look at which deal you will
go with. To make sure you are getting the best value, you should
look at two simple factors before signing:
1) What does the overall bill cost over the term?
2) What am I getting as an incentive (hardware value etc)?
No matter which kind of deal you are leaning towards, take
the value of hardware from the total cost of the line rental
and that’s the cost of ownership. Many operators offer capex
(pay up front) and opex (pay over the term) models so you
should be able to pick and choose.
If you are being brutal with suppliers and buying on price,
work on that formula.
Remember, if you buy on price only the attention you
receive throughout the agreement may be lacking!

Should I go with a
network or local
independent supplier?
Every company will have their
own unique selling point to
attract you, but there are always
pros and cons when choosing
between a major network or a
local independent.

Network

Independents

• With the major mobile networks
themselves you are buying reliability
and their brand.

• Independents tend to be more
personable. They add additional
services on top of the mobile
networks core services, so often it can
be beneficial as you are a ‘big fish’ to
them.

• They are not going to get
themselves into financial trouble so
it’s a fairly safe bet.
• You may get lucky and get an
account manager, but you may get
treated like one of the masses.
• Networks have core service levels
to stick to, so you know what you
should be getting in terms of service,
but ask to see them before signing
anything.

• They can buy many services so
often create really unique service
propositions. Make sure you check
their network status as all operators
should vet their resellers and their
financial backing.
• It’s always good to ask for
references and pick a customer
similar to your own company size and
stature, and ask how they perform.
Don’t be afraid to pick up the phone
and ask.
• Only a few independents have
published service levels, so ask, check
and test. A good one will not shy away
from the question.

Office Connectivity
Office Connectivity means your business
broadband or business internet solution.
When it comes to the quality of your
connection we’re afraid to say it really
can be a postcode lottery and you get
what you pay for.
You need to find out what is actually possible for your
area before you ask how much it costs. It completely
depends on where you are in the country.
Not all of BT exchanges have the same technology, so
make sure you ask for real expert advice first.

Technical Terminology
Glossary
A helpful introduction to technical
industry terms you might hear or
ask for when choosing your business
broadband package.

Upload speed

Download speed

Latency

This is the rate that data is sent
from your computer to the internet.
The measurements are measured
in mbps. Often there is confusion
between what a business needs. For
example if you have systems such as
a cloud based CRM or an accounting
system, your upload and download
speeds are important, so the type of
connectivity you choose is important
to ensure users don’t get frustrated
with the time things take to work.

This is the amount of data
downloaded to you per second. The
measurements are again megabytes
per second or mbps.

This is the time delay from one point
to another, in other words the time
delay when you initiate the data
transfer from one point to another.
This is the other half of the broadband
picture. Internet speeds or how much
data per second is transferred is only
the first half of the picture, the time
delay is equally important. Latency
is critical if you plan to use your
broadband line to make phone calls
through VoIP systems. Poor latency
means calls can be delayed!

Types of Connectivity
There are a great deal of choices when it comes to the right
business broadband solution for your company. This will often
depend on the size of the company and if you use multiple
locations.
1) ADSL2+
Typical costs = £20-£30 per month
a. The latest DSL technology, with capable speeds of up to
24Mbps download and 1.4Mbps upload.
b. Lines can also be bonded, linking several lines together to
give faster speeds.
c. This is a best efforts service and connection speeds can
vary at peak times as more people use your lines to carry the
service.
Best for – small office, home office. Maybe one or two
internet based phones.
Not suitable for - medium sized business, many user VoIP
and PC systems.

2) FTTC – Fibre To The Cabinet
Typical costs = £30-£70 per month
a. Available now in around 90% of
the UK, using Fibre Optic cables
between BT’s exchange and the green
telephone street cabinets, it then
connects over a standard phone line
to your premises.
b. Available in two variants offering
80Mb or 40Mb.
c. Upload speeds can be up to 20Mb
depending upon distance from your
premise to the local exchange.
Best for – small office, home office.
Maybe one internet based phone.
Not suitable for - medium sized
business, many user VoIP and PC.

3) EFM – Ethernet first mile
Typical costs = £130-£300 per month
a. This is a really underplayed type
of connectivity
b. Its affordable and provides
reliable and fast connectivity up to
20mbps
c. It is a symmetrical service
therefore the same for both upload
and download speeds
d. The connections uses pairs of
copper wires together which makes
it really reliable
e. Like a leased line it provides and
“uncontended service” which means

only your business uses it, so the
speeds and reliability are purely yours
and not dependant on other users
draining or “contending” the line.
Best for - medium sized offices
with heavy reliability on data and
telephone uptime at all times. This
type of connectivity is not available
everywhere – speak to an expert as if
you can use this connectivity type we
think it’s a great business product.

4) Leased Line
Typical costs = £150-£800 per month purely based on your premise
location and quoted individually.
a. Business Grade dedicated symmetrical fixed bandwidth,
guaranteed upload and download speeds.
b. Like your own motorway, your business is the only user on the
line so the service will never vary in quality or speed.
c. Speeds start at 10Mbps right through to 100Mbps and beyond.
d. 24/7/365 Support Contract with strict service levels to ensure
the maximum uptime at all times.
e. Bandwidth can be segregated for different purposes. This
allows lines to use part of it for voice traffic and other parts
for data.
Best for – medium to large offices. Offices with a heavy
reliability on telephone and data uptime at all times.
Full VoIP contact centres, many user systems. Data transfer
for PCs and servers.
Typically seen as expensive but fantastic quality. Pricing is
always coming down.

Office Telephony
There is now a huge range of technology
available in the world of office phone
systems.
All of them have their advantages and disadvantages
and can have a big influence on your office productivity.
Although the amount of choice can be a little
overwhelming at first we have compiled a helpful guide
to a variety of office telephone systems.

What is available
Basic Telephone Line – PSTN line
Exactly what it says on the tin. It is basically your home landline
phone – one line, one phone, one call at a time.
Pros – It’s basic, it’s easy and it won’t go wrong - generally.
Cons - It’s inflexible and you have to pay the same cost every
time you add a new person in a business setting.
PBX
The most basic phone system you will probably encounter in
an office. It is essentially a piece of hardware on your wall that
telephone lines come into. It allows the transfer of calls and
multi-calls at one time. There is a usually a maintenance cost
with this system.
Pros – You own the system, they are tried and tested and
reliable as long as they are maintained.
Cons - They have their limits. If you want to increase the size
of your team then you need to buy add-ons. They are normally
connected to IDSN channels. The number of channels you
have is the number of concurrent calls you can make. Voice
recording and integration into office systems can be expensive
(ISDN lines will be phased out by BT by 2025).
90% of basic office phone systems put in these days are IP
(internet) based, not PBX. PBX is an outdated solution. You have
to buy your functionality whereas IP is more fluid and flexes
with your business.

Making a PBX more flexible
SIP
You keep your PBX but send out all calls over the
internet. Telephone numbers can be moved to the
cloud, so you can keep your numbers if you move
premises with no divert charges.
Pros – Cheap calls off the BT network, telephone
numbers can be moved to the cloud.
Cons - People usually employ this method to
save money. It is still reliant on pre-existing PBX
systems, therefore there are maintenance costs
and functionality limits. If you really want to
save money then choose SIP, just be careful
how it’s done.

VoIP - Hosted VoIP
Hosted VoIP has the functionality of a
sophisticated PBX while being portable. The
hardware is hosted off-site and you pay per
user per month rather than ‘buying a system’.
You can have users with tailored features
and your individual profile will be recognised
wherever you go as long as you have an internet
connection.
Matthew Cunningham
Account Manager

The cloud takes away the restrictions of
geographical location when it comes to
communication for your business. Your
number is portable and you can keep any
number you wish, it doesn’t matter where
you are.
Pros – You have no phone system hardware
on site, therefore no maintenance cost.
It is a continually upgraded system, so it
won’t become outdated like PBX systems
do. It is feature rich and you only pay for
the feature you need. You can combine it

with applications to make your mobile and
office system link as one and you have the
advantage of full disaster recovery.
Cons - You need a good provider. This will
ensure your data line (as calls are made
over a secure data connection) has a good
quality (QOS quality of service), but if your
provider isn’t experienced you could have
the system put on a poor line and have poor
quality calls that break up. A good quality
provider won’t take this risk.

You can have numbers generated for all
sorts of locations, receive all the calls in
your office if you like and know which
number people are ringing so you may
answer accordingly.
It is a great solution for small businesses
who want to create a bigger business feel
or multi-sites to provide their services to a
wider audience. You can combine mobile
and landline and have just one number.

PCI Compliance
You should make sure you have considered the implications of PCI
Compliance for your chosen system and your business as a whole.
This is increasingly important in the world of telecoms and you
could be liable if you don’t pay attention and make sure your
system is PCI compliant.
Think - is your system encrypted for bank details or any other
sensitive information given out over the phone?
The Payment Card Industry Data Security Standard (PCI DSS) is
a set of requirements designed to ensure that ALL companies
that process, store or transmit credit card information
maintain a secure environment. Essentially any merchant that
has a Merchant ID (MID).

Your dream office, making it all work together
Security
Fibre network ensuring reliability, speed
and resilience.

Van Driver
or Sales Rep
Van driver/ rep on the road
talking to office and customers
using VoIP phone system. Calls are

Laptop user

Operations
Manager

A user abroad is linked to phone system
using UK rates and also gains free calls
to office.

recorded even in the car.

Off-site Backup
and Disaster
Recovery
All office and home
worker’s information
backed up at all times.
Computer systems also

PC’s linked to phone systems

mirrored in a secure data

PC’s show users who is on the phone and is linked to
your software packages so customers get routed to the
right person first time.

centre.

Microsoft Office 365
Integrates with phone system ensuring users can exchange
calendars, ‘presence’ and emails anywhere on the move on
desktop, smartphone or tablet.

If you’d like to talk to us
about your technology and
communications please call
us on 033 000 22 000

Katie Mobbs
Customer Support

