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RECENT AWARDS
As well as receiving the Avaya Silver award (see page 2) two other 
awards have also come our way.  Readers of Building & Facilities 
News voted Spitfire their award for Company of the Year in 
February this year and this was followed in March by Business & 
Commerce Today who have chosen Spitfire to receive a Business 
Solutions Award for Communications. 

WIN A CASE OF WINE WITH OUR NEW FUN 
SPOT THE BALL COMPETITION ON THE BACK PAGE

To provide customers with more 
flexible billing information Spitfire is 
introducing web based billing from 
June 2007. There is a general trend 
to provide transactional communica-
tions on-line because it allows more 
information to be provided with great-
er customisation. It also has addition-
al environmental benefits, saving both 
paper and printer emissions.

As well as a summary invoice 
customers will be able to select a 
number of reports for their organisa-
tion’s comms usage:
Rental, detailed rental
Destination summary
Itemised (above minimum call spend)
Special reports including:
• Most expensive calls
• Longest duration calls

• Most frequently dialled numbers
• Individual numbers with most 
expenditure

These reports can be viewed on 
screen or printed off in PDF format. 
Spitfire will continue to supply 
a single sheet summary printed 
invoice by post.

Security is always a great con-
cern when confidential informa-
tion is made available on the web 
and this has been a paramount 
consideration in the development 
of Spitfire’s on-line billing service. 
While it would be inappropriate to 
give detailed information on the 
security measures in place, the pre-
cautions include an account access 
code that will change monthly and 
will be supplied to customers on 

their printed invoice by post.
Georgina Baines, Customer 

Services Director for Spitfire says 
of the new web billing system, “We 
are continually seeking to improve 
our service levels to customers and 
billing provision is under constant 
review because our consolidated 
billing platform is an important part 
of our customer service. Providing 
billing information on-line allows 
customers access to as much or 
as little information as they require, 
so they can tailor the information to 
their particular needs. This means 
we are not printing billing reports 
that customers may not want, while 
we are providing detailed informa-
tion and reporting for those custom-
ers that require it.”

SPITFIRE INTRODUCES CUSTOMER WEB BILLING
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We cover a lot of ground in this 
issue of Spitfire News, but don’t 
worry, there’s no written test! There 
are some significant developments 
in the telecoms industry to tell you 
about. As usual there is a plethora of 
acronyms and jargon to cut through, 
but an understanding of BT’s 21CN 
programme and the emergence of 
SIP technology is essential for eve-
ryone in business today.

Because these changes are so 
significant we have commissioned 
the Spitfire Guide to Business and 
IP Comms, which will be available 
later in the year. The Guide makes 
sense of the changes and explains 
the commercial benefits, because 
we feel that is important for our 
customers to exploit these new 
technologies. Full details of the 
Guide are given in this issue.

If industry change continues 
apace, so do developments at 
Spitfire. We report on our expan-
sion into the Midlands and the 
growth and relocation of our 
Customer Service Centre. Thanks 
to our loyal and growing customer 
base our turnover reached £15 
million for the financial year just 
completed with £17.5m projected 
for 2007/8. Customer retention is 
critical to our continued business 
success so investment in this area 
is essential.

We are able to report on the rec-
ognition of our service standards 
with a Silver Accreditation award 
from Avaya. But as always the best 
recognition is demonstrated by 
satisfied customers and in this edi-
tion we detail Nortel BCM orders 
from the Copyright Licensing 
Agency and the International 
Coffee Organization.

Finally we give details of new 
product developments from suppli-
er partners Avaya and Panasonic.
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JUSTIN ORDE
Joint Managing Director

Spitfire has received a Silver 
Accreditation award in recognition 
of the company’s continuing sta-
tus as a leading Avaya solutions 
partner. The Silver Accreditation 
reflects Spitfire’s competence to 
supply and maintain Avaya’s com-
plete telephony solutions range, 
including phone systems, termi-
nals and peripherals.

The Silver status confirms that 
Spitfire continues to meet Avaya’s 
benchmarks for partner perform-
ance including customer service 

levels and staff training for Avaya 
products and solutions.

Susie Ward, Marketing Director 
for Spitfire says of the award, 
“Our continued high performance 
as an Avaya reseller partner is 
very important to us and it is very 
gratifying to receive official recog-
nition for this from Avaya. We aim 
to offer our customers the best 
communications solution for their 
business needs and the Avaya 
product portfolio is a crucial part 
of our service offering.”

SPITFIRE RECEIVES AVAYA SILVER AWARD

Spitfire has installed a Nortel BCM 
phone system for the Copyright 
Licensing Agency (CLA) new head-
quarters offices in central London. 
Spitfire was selected for the 
project by Location Management 
Strategy, the relocation consultan-
cy, which managed the premises 
move for the CLA.

The Nortel BCM system is 
designed for smaller businesses, 
and provides phone communica-
tions for the CLA’s 70 staff mem-
bers. As a converged voice/data 
solution Nortel BCM provides cus-
tomers with a choice of either an 
IP enabled or pure IP strategy.

In addition to the BCM phone 
system, the CLA selected Spitfire’s 
telephone line rental and call bill-
ing services. A particular feature of 
Spitfire’s call charging is the com-
pany’s advanced billing systems. 
This provides customers with one 
consolidated bill covering all com-
munications, including landlines, 
mobiles and Internet. With a high 
level of clarity Spitfire’s advanced 
billing systems mean that custom-
ers can monitor and control com-

munication costs easily.
For the CLA Julie Smith, the 

facilities manager said, “The billing 
information we now receive has 
been very useful in identifying the 
usage of the system. Using Spitfire 
means we have also benefited 
from reduced line rental costs and 
lower call charges compared to 
our previous supplier. Having a 
single point of contact for all our 

telephony needs is also great. It 
means you talk to one person who 
knows our business and you don’t 
get transferred between depart-
ments. We have been pleased with 
the service provided by Spitfire. 
We receive a lot of calls from 
both our members and potential 
or existing licence holders so it’s 
important that we provide an effi-
cient response”.

CLA LICENSED TO PHONE, 
THANKS TO SPITFIRE!

Claire Snow from Ayaya presents 
the Silver Award to Susie Ward and 
Tom Fellowes

Julie Smith at CLA
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It may come as a surprise for many readers 
to learn that the UK’s telecommunications 
infrastructure is undergoing a transforma-
tion as radical as the current switch from 
analogue to digital television. Although 
not as well publicised BT is in the proc-
ess of converting the entire UK to a Next 
Generation Network (NGN) with its 21 
Century Network (21CN) programme.

With an estimated budget of £10 bil-
lion 21CN will be an end-to-end IP based 
network that will replace the existing 
circuit switched telephony network. The 
move to 21CN will require 30 million lines 

to be transferred over the next five years, 
with around 150,000 lines switched every 
week at the height of the programme. Last 
November BT converted its first customers 
in South Wales to the 21CN and by 2011 
the whole programme will be complete.

The new 21CN network infrastructure 
will allow delivery of much greater service 
provision than is currently possible using 
a circuit switched technology. BT’s current 
network delivers stable line speeds of up to 
8Mbit/s. 21CN will underpin higher speeds, 
with up to 24Mbit/s broadband services 
across the UK.
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SPITFIRE BREWS THE RIGHT 
TELEPHONY SOLUTION FOR ICO
The International Coffee Organization (ICO) is an intergovernmental 
organisation which was set up in London in 1963 under the auspices of 
the United Nations, because of the international economic importance of 
coffee. Its members include both coffee exporting and importing coun-
tries and its purpose is to tackle the challenges facing the world coffee 
sector through international cooperation. Today the ICO makes a practi-
cal contribution to the world coffee economy and to improving standards 
of living in developing countries.

The secretariat staff of the ICO in the 1980s totalled over 100 full time 
employees, but in recent years the number of permanent staff has been 
reduced and the ICO works with other agencies and with consultants.  
As a result the phone system used by the ICO no longer met its needs, 
as Richard Marks, the organisation’s Head of Information Services 
explains:  “With a reduced permanent secretariat staff of 27 we wanted 
more DDI (Direct Dial Inwards) lines, so that staff could take calls directly 
without needing to go through an operator. The voice mail system need-
ed upgrading and there were other changes required and we wanted to 
reduce the maintenance costs on the big phone system, because we no 
longer needed its full capacity”.

Richard discussed his requirements with their existing supplier, a 
leading national telecoms network operator. “The cost of reconfiguring 
the existing system was so high it worked out cheaper to scrap it and 
start again. They came up with a replacement proposal but it was very 
expensive. There was also no single point of contact. There were differ-
ent project managers for the hardware, for the phone lines and so on and 
none of them seemed to talk to each other or wanted to take charge. 
They also refused point blank to get involved in any data networking 

issues and I was keen to try and integrate the phone system and our 
data networking in one cabinet”.

Faced with these difficulties, Richard looked at alternative suppliers 
including Spitfire. “Our head of finance had used Spitfire in a previous 
job and found them very efficient so they were one of the alternative 
suppliers we approached for a proposal. Their attitude was ‘What are 
your needs? What can we do for you?’, which was refreshing.”

Spitfire proposed the latest Nortel Business Communications Manager 
(BCM) phone system. The Nortel BCM system is designed for smaller 
businesses, with as few as three staff members. As a converged voice/
data solution Nortel BCM provides customers with a choice of either 
an IP enabled or pure IP strategy. “We went to see the Nortel BCM at 
Spitfire’s demonstration suite in Vauxhall and it certainly met all our 
requirements for a phone system.”

Spitfire was also able to meet the ICO’s data networking needs. “As 
we were going to refurbish our offices Spitfire suggested some rewiring 
improvements to our network with Cat 5 cabling and replacing our old 
patch panel system with a modern data cabinet that would include the 
BCM.”

As a result Richard accepted the Spitfire proposal. The BCM phone 
system and new cabling were installed over a weekend. “It was excel-
lently managed and I was impressed by the calm expertise they showed 
in getting it all done. We had a very competent project manager and he 
made sure we got exactly what we wanted.”

The BCM solution implemented by Spitfire included an IP operator 
console for the receptionist and DDI lines for every employee reducing 
the number of calls that have to be answered at reception. All employees 

BT changes the nation’s telecoms network
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also now have CallPilot voice mail. “Spitfire provided training on the 
new system for all our staff immediately after the installation.”

Following the installation it was found that the call logging system 
used by the ICO wouldn’t work properly. “Our project manager at 
Spitfire worked with both Nortel and the call logger manufacturer to 
resolve that issue for us. I had the feeling that Spitfire was on our 
side and you don’t always get that with suppliers. They have a very 
honest approach and try hard to resolve any issues.”

As part of the project Richard also decided to use Spitfire for 
telephone lines, calls and Internet access. A particular feature of 
Spitfire’s telecoms service provision is the company’s advanced 
billing systems. This provides customers with one consolidated 
bill covering all communications, including landlines, mobiles and 
Internet. Bills can be customised to show vital information such as 

breakdown by site and number, destination reporting and so on. 
With a high level of clarity Spitfire’s advanced billing systems mean 
that customers can monitor and control communication costs easily.

“Spitfire promised us reduced call charges and we have seen a 
significant saving on calls. We place a lot of calls to the coffee pro-
ducing countries in South America, Africa and Asia and the tariffs are 
much better. Spitfire also reduced the number of analogue lines we 
were using, saving on line rental”.

Summing up the ICO’s experience with Spitfire Richard says, 
“Their proposal was the most comprehensive we received, the 
equipment cost was cheaper, the maintenance is cheaper and the 
call charges are cheaper. Their advice is very good and they held our 
hand right through the transfer. I have a general sense that we made 
the right choice.”

Panasonic has launched the KX-TDE series of 
hybrid phone systems providing either IP or cir-
cuit switched signalling depending on custom-
er requirements. As an IP solution the KX-TDE 
will support up to 64 IP Extensions and 32 IP 
trunks. For users that want to stick with circuit 
switched technology for the moment, but with 
a possible migration path to VoIP, the KX-TDE 
is ideal because it can be easily upgraded.

The new system is supplied with voice mail, 

auto-attendant and call centre functionality as 
standard, making it a very cost-effective solu-
tion. Call centre monitoring and reporting are 
also available as an option. For small hotels 
and guesthouses the KX-TDE includes a hos-
pitality package for hotel room extensions.

In conjunction with the new launch 
Panasonic is introducing a new range of IP 
handsets with some supporting Bluetooth 
connectivity. This allows users with a 

Bluetooth connected earpiece to hold phone 
conversations while moving about the office. 
New DECT handsets are also available.

To protect customer investment in 
Panasonic hardware the KX-TDE is also back-
ward compatible with previous handset mod-
els with some minor upgrades.
For more information about KX-TDE 
please contact the Spitfire sales team 
on 020 7501 3333.

PANASONIC PROVIDES IP MIGRATION PATH WITH KX-TDE
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Avaya has launched a new entry-
level VoIP telephony solution 
called Quick Edition. The really 
radical element of Quick Edition is 
the all the system functionality is 
built into the handsets so no cen-
tral phone system box or server is 
required. This makes Quick Edition 
a ‘plug-and-play’ solution because 
when the SIP handsets are 
plugged into an IP network such 
as a LAN or WAN they automati-
cally configure themselves in 

default making 

installation quick and easy.
Once powered, the SIP hand-

sets automatically ‘discover’ each 
other and prompt for network and 
user name. When entered, the 
phones are fully operational in a 
matter of minutes. As an office 
grows, new employees can be 
added to the system by simply 
adding a new phone to the net-
work. When deployed in small 
offices with 20 phones or less 
Quick Edition does not require any 
QoS (Quality of Service) configu-
ration or formal network assess-
ment. Quick Edition also automati-
cally prioritises voice traffic on a 
QOS enabled network to ensure 
quality of calls.

In operation Quick Edition pro-
vides peer-to-peer connections 
across the network for users. The 
distributed nature of peer-to-peer 
technology means that there is no 

central phone system to go wrong, 
so even in the unlikely event of a 
handset failure the others continue 
to operate. Avaya Quick Edition 
phones also automatically back-
up one another’s voice mail.

As well as all the usual phone 
system functionality Quick Edition 
provides voice mail including mail 
attachment and auto attendant 
functionality. This makes Quick 
Edition ideal for small businesses 
and small branch offices requir-
ing an intelligent communications 
solution that is simple to support 
and maintain.

As an Avaya Silver Accredited 
Partner Spitfire has been conduct-
ing field trials of the new system 
and results have been excellent. 
For more information about 
Avaya Quick Edition please 
contact the Spitfire sales team 
on 020 7501 3333. S

Spitfire trials Avaya’s new Quick Edition

THE DEVELOPMENT OF VOIP (VOICE 
OVER INTERNET PROTOCOL) IS LEADING 
TO NEW TECHNOLOGIES TO EXPLOIT 
THE COST SAVINGS VOIP OFFERS. ONE 
EMERGING TREND IS SIP TRUNKING. 

SIP (Session Initiation Protocol) is the new 
industry standard for initiating and terminat-
ing telephone calls across an IP broadband 
connection. A more detailed explanation of 
SIP can be found in the Spring 2005 issue of 
Spitfire News which readers can find at: www.
spitfire.co.uk/pdf/spring05.pdf

With SIP trunks instead of using analogue 
or digital (ISDN) lines to connect a private 
phone system to the public telephone network 
for voice communications, an IP phone sys-
tem can use a SIP enabled Broadband circuit. 
SIP trunks are set to replace digital ISDN con-
nections by the end of the decade. Until every 
phone system is IP enabled a primary function 
of a SIP trunk is to pass calls from IP sys-
tems to the traditional PSTN (Public Switched 
Telephone Network) and vice versa.

Spitfire is developing its own SIP trunking 
service and an announcement on availability 

should be made later this year. This service 
will combine business class QoS (qual-
ity of service) coupled with significant cost 
reductions compared with ISDN30 circuits. 
In field trials currently underway Spitfire’s 
SIP Trunking has demonstrated good per-
formance, providing voice communications 
comparable to conventional circuit switched 
telephony. Spitfire should be able to offer 
customers the SIP Trunking service wher-
ever there is an LLU (Local Loop Unbundled) 
exchange with 60 per cent of UK population 
coverage anticipated by mid 2007.

SIP TRUNK SOLUTIONS TO REPLACE ISDN
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With the introduction earlier this 
year of tougher penalties for driv-
ers caught using mobile devices 
at the wheel it is essential busi-
nesses are prepared. The new law, 
brought into force on the 27th of 
February this year, penalises any-
one caught using a mobile phone 
whist driving, even if stopped in 
traffic or at traffic lights, with 3 
points and a £60 fine, increasing 
to disqualification and a £1000 
fine (£2500 for drivers of buses, 
coaches, vans and lorries) if the 
charge is disputed. Employers can 
also be liable for prosecution if 
they require, or allow, their drivers 
to use mobiles whist driving with-
out providing suitable kit. 

So, how do businesses ensure 
they protect themselves, and their 
employees, from falling foul of this 
new legislation? The best solu-
tion is for drivers to be asked to 

not use their mobiles while at the 
wheel. Unfortunately in today’s 
fast paced world, and with more 
people spending more time in their 
cars this may not be possible or 
practical. The only way to com-
ply is to provide employees with 
handsfree solutions.

Integrated car kits are the best 
answer for those who spend the 
most time on the road. Optional 
extras include systems to auto-
matically mute the stereo when a call 
comes in and routing sound through 
the car speakers taking the strain out 
of trying to hear the caller. A wide 
range of these kits are available and 
installation and servicing can be 
arranged anywhere in the country, 
through Spitfire’s mobile team.

‘Plug in’ car kits are a cheaper 
alternative to the fully fitted solu-
tion and can be just as effec-
tive plus they can be switched 

between vehicles 
with ease. They 
require no profes-
sional installation, 
just plugging 
into the cigarette 
lighter of the vehi-
cle, pair up the 
handset and it's 
up and running. 

Ideal for pool 
vehicles, and also 
a cheap alternative 
to integrated car kits, are in car cra-
dles. Buy a universal cradle for each 
of your cars and provide everyone 
with their own Bluetooth headset. 
Simple and quick to switch users, 
with Bluetooth integrated or plug in 
car kits, each time a different person 
gets in the car it automatically pairs 
with the handset. 

Since we know that the require-
ments of each business are dif-

ferent, our mobile team would be 
happy to discuss the options in 
more detail and help ensure you 
get the most out of your mobile 
connections. If your mobile num-
bers are not yet with Spitfire we 
would be happy to discuss our 
competitive pricing and quality led 
service. For any mobile related 
queries please call Simone or 
Anna on 020 7501 3170. 

STAFF NEWS…STAFF NEWS…STAFF NEWS…STAFF NEWS

Congratulations 
to Eve Wetherall 
and her partner 
Neil Trim on the 
birth of their 
daughter Maisie

Congratulations also to David Convery from 
the Partner Recruitment team on his forth-
coming marriage to Maria Empleo in June.

Our best wishes to 
Amanda Clare (left) 
and Louise Garcia 
(right) who are going 
off on Maternity 
leave in the next 
few weeks.

IS YOUR BUSINESS READY 
FOR THE NEW LAW?



Spitfi re is giving away a case of wine to the lucky winner of this Spot the 
Ball competition. Simple send your completed spot the difference entry 
to the address below or fax it to: 020 7501 3131 by 31st July 07.
In the event of a tie the winner will be the fi rst name drawn out of the hat.

Spitfi re Spot the Ball Competition
6-7 SBBC, Ponton Road, London, SW8 5BL
Please contact me for a free Spitfi re Comms check   YES        NO
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Name____________________________________________________

Position__________________________________________________

Company_________________________________________________

Address__________________________________________________

_________________________________________________________

_________________________________________________________

_________________________________________________________

Tel_______________________________________________________

Email_____________________________________________________

WIN A CASE OF WINE 
IN OUR SPOT THE BALL 
COMPETITION

Please mark your chosen box with a cross and write the co-ordinates here: 

• Cologne & Cotton - producers of elegant and innovative bed and bath linens have transferred the 
calls and lines for their retail stores to Spitfire.  As well as providing Cologne & Cotton with indi-
vidual store comms information Spitfire has installed a Nortel BCM telephone system and ADSL 
Max at their head office.

• Reflex Music -  the Management Company for UB40 chose Spitfire to install their new Nortel 
BCM telephone system and to provide the telephone services and ADSL for their new facility 
whilst they develop and expand their old site to include a full sized practice stage for bands.

• Your Space - the providers of innovative managed offices are working with Spitfire to provide a 
cost effective managed hosted telephony solution for its tenants based on IP telephony.

• Bordeaux Index - International and domestic fine wine traders specialising in selling, purchasing 
and investing in fine wine chose Spitfire to upgrade their telephone system to an Avaya IP Office 
with call centre software to enable them to stay effectively in touch with their customers.

• CancerPartnersUK -  a new organisation set up to work in partnership to bring high quality can-
cer care closer to patients used Spitfire to install an Avaya IP Office phone system and SDSL into 
their new HQ.  They plan to open several more treatment centres throughout the UK and will be 
working with Spitfire to link up the communications at all the new sites back to their HQ.

• Ping Pong Restaurants -  a chain of eight Chinese Dim Sum restaurants, Spitfire have installed 
Panasonic KXTDA telephone systems and ADSL at each site with a central reservations facility at 
one site servicing the bookings across the chain.
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• KINGSWOOD MEDIA. PUBLISHERS OF BUSINESS INFO, P2P AND VOICE 2 DATA 
RECENTLY MOVED ALL THEIR LINES AND BROADBAND CONNECTIONS TO 
SPITFIRE, AS WELL AS USING SPITFIRE TO MANAGE A MULTI-SITE OFFICE MOVE.   

NEW WINS


