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The network system was
introduced in June 2007
and supports hardware
and software from more
than 25 vendors, running
on a Cisco backbone.The
main patient information
system was provided by
the Cerner Corporation,
while Planet 21 handled the
Cisco element.

In Buckley’s estimation,
the data and voice network
has made a significant dif-
ference to how the hospi-
tal’s resources are used.
‘‘The end users have access
to a lot more features now,
which they can choose to
use if they want ^ and
most do. For example,
there’s an up-to-date online
directory accessible
through each handset that
allows staff to find an ex-
tension number for an indi-
vidual without having to
ring the main switch for
the number,’’ he said.

‘‘This frees up a lot of op-
erator time at the main
switch. The system also
empowers individuals to
set up and maintain their
own voice mail and to deal
directly with external con-
tacts without having to
come through the switch.
We’ve reduced switch traf-
fic enormously and we
hope to reduce it further.’’

According to Buckley,
this VoIP system has al-
lowed the main hospital
switch to move from put-
ting through calls to be-
come more customer-
focused in the service it
provides.‘‘There’s also po-
tential to further expand
this into a call centre to al-
low the switch to deal with
routine queries itself, with-
out having to transfer the
call on to specific hospital
departments.’’

At the moment, the sys-
tem in place at St James’s
Hospital is accessed using
phone handsets and desk-
top PCs, but there is also a
wireless network in place
that can be accessed using
laptops and tablet PCs.

‘‘There’s a lot of potential
for expansion. If, in the fu-
ture, we develop other sa-
tellite clinics, we could
easily expand our systems
to accommodate that. Or if
we were to link up with
other hospitals, we could
take other campuses on
board.

‘‘There are no immediate
plans for that, but the mod-
ularity and expandability of
the Cisco system gives us
the options we wouldn’t
otherwise have,’’ said Buck-
ley.

Expandability is one of
the factors that makes large
scaleVoIP installations at-
tractive to major Irish com-
panies. AIB recently
decided to put an IP-based
telephone system into its
Bank Centre in Dublin, and

according to the team re-
sponsible for the project, by
March of 2008, this system
will handle 5,000 phone ex-
tensions, serving 4,500
people on a daily basis.

Paul Williams, a senior
AIB executive for the enter-
prise systems and technol-
ogy function, said: ‘‘We’ve
built a core infrastructure
in our two data centres,
and the system we’ve in-
stalled has the capability
to scale to 20,000 exten-
sions.

‘‘When people talk about
using internet technology
for making phone calls, it
can cause confusion, be-
cause unless they’ve ex-
perienced corporate-class
installations, they tend to
think of things like Skype
and other consumer VoIP
systems, which can be of
very variable quality.While
the protocol is the same,
the infrastructure is signifi-
cantly different,’’ he said.
‘‘For our staff, there is no
difference in call quality
between these systems
and traditional phone net-
works.’’

AIB recently announced
that it will open a customer

contact centre next April in
the Airside Retail Park in
Swords, Dublin, employing
around 260 call centre staff.
This facility will use the
same network infrastruc-
ture as the Ballsbridge
base, and Williams and his
colleagues are currently
engaged in building the
capability to drive the new
Swords location.

One of the benefits driv-
ing AIB’s adoption of its
VoIP system is the ability to
‘hot desk’. Using aVoIP sys-
tem, phone extension
numbers can be trans-
ferred easily from one desk
to another. The extension
belongs to the person
logged on, not the physical
location.

When staff store their
files and information on
central servers rather than
on desktop PCs, the result
is a hot desking environ-
ment where whoever is
present can work from any
location in the office.

‘‘Staff can log into their
phone and their own ‘desk-
top’ from any PC in the or-
ganisation, and this allows
for lots of flexibility. It al-
lows us to create virtual
teams and even virtual call
centres, enabling people
who are dispersed geogra-
phically to work together as
a single entity. This allows
us to spread our skills base
around different locations
in a cost-effective manner,’’
said Williams.

This major project, and
the first in Ireland, was car-
ried out over eight months
by a technical team that
combined the expertise of
AIB’s own IT department
and Eircom, with its spe-
cialist Lan Communica-
tions team.‘‘It was a very
positive experience for a
complex project and it
should be acknowledged
our technical partners de-
livered to the highest stan-
dards.’’

The Department of En-
terprise, Trade and Em-
ployment has also
embraced VoIP as a useful
technology. Richard Barry,
IT manager for networks
and communications in the

Department of Enterprise,
Trade and Employment,
said: ‘‘The driver for our
adoption of VoIP was the
decentralisation of 100 staff
to Carlow last summer.

‘‘It was a green field site
and a great opportunity to
try out aVoIP installation at
a reasonable price. Up to
this, it would have been too
costly to replace our exist-
ing systems when there
was no good reason to do
so.

‘‘We knew we were
going to have to extend our
new system at various
points in the future, so it
was important to put in a
system that would be scal-
able.

‘‘We also wanted to set it
up so that we wouldn’t
have to make huge
changes to it when we did
want to scale it up. Essen-
tially, a number of separate
projects came together to
become a unified commu-
nications project.’’

The Carlow facility
houses two department of-
fices that have relocated to
Carlow as part of the gov-

ernment’s decentralisation
initiative. The National Em-
ployment Rights Authority
and The Companies Regis-
tration Office are now par-
tially based here and make
use of a call centre, as well
as voice mail and call re-
cording capabilities ^ en-
abled by the use of IP.

‘‘We’ve set up two Cisco
call manager servers in Du-
blin in order to provide
scalability and resilience
for the future.We can and
will be adding more loca-
tions around the country to
the system through these
servers, but in the mean-
time, we have full integra-
tion with our own Nortel
Meridian systems. This al-
lows us to make calls to
Carlow and vice versa
using four digit dialling on
our own internet network,’’
said Barry.

‘‘We’re saving on leased
lines using this system, as
we didn’t need to add any
extra lines to Carlow to
carry internal voice traffic,
because this is all working
across our new wide area
network.’’

’’THE MODULARITY
AND
EXPANDABILITY
OF THE CISCO
SYSTEM GIVES US
THE OPTIONS WE
WOULDN’T
OTHERWISE HAVE

’’
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