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g< ><Gradwell>

 Founded 1998 focus on email/web

 Now...30 Staff in Bath

 46,000 lines on a VoIP platform 

 3rd largest UK VoIP Provider for SMEs
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g< >What do we do?

 H&S outsourced their telephony 
to us, and now run a central 
bookings desk for 22 branches in 
their Swindon H/O

 Improved customer care

 Less receptionist hours

 Grafx is the leading Apple Mac 
dealership in Cheltenham

 All their clients –most graphic 
design houses in the region, use 
our email servers

 Tower Hamlets run free 
educational courses for 11-25 
year olds every summer

 We provide a phone system 
which dynamically expands for 
their 6 week booking period

 Vielife provides whitelabel health 
care programs to insurance 
providers

 50 london, 10 reading staff and 
home workers all have one 
phone system, which we manage



g< >
VoIP, Voice over IP

Internet Telephony, IP Phones

+ +



g< >Internet & Open Source Rules Apply

 Distance isnôt an issue

 Pay for what you use, rather 

than how long you use it for

 Plug-in ñanywhereò

 Banks of Features and 

Functionality



g< >Messaging + Talk
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g< >Different Types of VoIP
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g< >Case Study on Gradwell

2002 1 number to 
call

01225 800 800

2008

26 people working in office

4 at home

Peter Gradwell

Stuart Herbert 
(Technical 
Manager)

Ben Smithurst

Paul Thomas

Daniel Leech

Stan Pitchua

Ben Cole

Industrial Placement Student 
Developersx3

Barrie Millett 
(Commercial 

Manager)

Gavin 
Lewandowski  
(1st Line TL A)

Matt Mackenzie

Dean Green

Kieron James

Tom Causer      
(1st Line TL B)

Daniel Warren

Daniek Kirby

Simon 
Cleverley

Specialist 
Support Staff

David Palmer 
(2nd Line)

Admin Staff

? (Logistics)

Brian Tolfree
(Finance) 

Katie Mackreth

Terri Manning 
(Porting)

Derek Swindell
(Sales 

Manager)

Jamie Ashby

Matt Park 
(Resellers)

Jake Johnson 
(Marketing)

Leeds

BathTunbridge Wells



g< >IP Centrex

 ñPBX In the Skyò

 Multiple Sites, Multiple Countries

 Small Business Phone Systems

 One phone on each desk

 Each phone has a dedicated 

number (DDI)

 Call routing is done centrally

 Everyone is on the same ñsystemò



g< >IP Centrex - <Gradwell>

 Has a ñphone numberò

 Make & Receive Calls to 

PSTN

 It can ñlookò like a phone

 Works across multiple 

internet connections



g< >Clever Numbers

 A Londoner can have an Edinburgh Phone 

Number

 Work from your spanish villa, whilst in 

Birmingham

 An Englishman in Madrid can call a 

Chinese distributor with a US phone 

number (for free!)



g< >ADSL Lines

 ADSL with many hops, or bandwidth 

management will introduce latency and jitter

 Jitter is voice packets arriving out of order, so 

they get dropped

 Upstream bandwidth restrictions will cause 

people to sound ñunderwaterò 

www.myconnectiontest.net



g< >Does it save money?

 ñOn-Netò calls are free ïCall Other VoIP 

Users

 Calls are as cheap, if not cheaper 

(1.25ppm)

 Generally save 20% on phone bills

 Service is based on line rental (£7/month)

 £100 a handset on the desk

 Remove ISDN, but add bandwidth



g< >Gradwell ïPhase 2

 We grew to about 25 people in the office using our 
Hosted Phone System, on broadband

 Mainly, we wanted more bespoke call handling and CRM 
integration

0

200

400

600

800

1000

1200

1400

1600

1 2 5 10 15 20 25 30 35 40 50 100

We have 

10 

customers 

with plus 

30 seats



g< >Mini Call Centre

 8 support staff, 2 shifts

 Visual display of calls

 Took one techie a day, plus few hundred 

quid



g< ><Gradwell>ôs Telephony 2008

 Hybrid Hosted PBX and dedicated 

queuing server

 SDSL line in the office dedicated to Voice

 ADSL lines at home, mixed use, with QoS

 Receiving & Making 200 calls a day



g< ><Gradwell>ôs Telephony Costs

 DSL £ 263.00

 3x50 + 1x65 for DSL, plus 6x12 for analogue lines

 Phone Calls £ 300

 (120 hrs/2100 calls for £300 in Sept)

 VoIP Service 10 DDIs plus Dedicated Server: 

£70 + £120

 Monthly cost: £ 753.00 complete telephony for 
30 people

 200 calls a day, 4 hrs call a day



g< >Ostomy Lifestyle

 Charity of 6 people in 
Reading

 Runs a careline Tues-
Saturday 12 noon-6 pm

 Advice on stoma 
surgery

 Moved to new premises 
in 2007

 4 phones in the office

 2 home workers

 Reading number

 Rings all people at once

 Working for £50/month

 Including UK Calls



g< >Telephone Options

£ 72 ðCordless Phones

One base station, many 

handsets

Good for offices where 

wiring is difficult

£ 549 ðConference Phone

ÅWeekly catch up calls with 

team

ÅCuts down travel costs

ÅRecords calls (mp3)

£ 119 ðOperator Phones

High call traffic

Supports Headset

Multi-Line



g< >VoIP where next?

 Video

 Quality & ease of use is improving

 Cost effective to reduce isolation / 

enable home living

 Mobile

 Very difficult to do well

 Not hugely cost saving



g< >Summary

 Easiest way to save is use Skype

 Great for cheap calls and video

 But a little unfriendly

 Hosted Phone systems are low cost, easy to 

implement & good for short term

 Think of the side benefits & changes in working

 Best time is when you move or change

 Larger organisations with multi-site, definitely 

use VoIP, but seek local advice



g< >

if we can

please let us know

be of assistance

www.gradwell.com/voip
01225 800 800

info@gradwell.com


