
Business as Usual for Market
Researchers a Moving Experience

Middleton-based market research company, PH Research managed to
keep their lines of communication open consistently during a complex
office move, thanks to Plum Communications.

PH Research specialises in market, opinion and social research, and has over
500 fieldworkers and 30 in-house telephone researchers. Previously based in
Oldham town centre, the directors decided that after 15 years and successful
company growth, they needed to move to larger offices.

Director, Paula Hoath, who was in charge of the move said: “We knew the key
to a successful move was our reliance on a seamless transition of telecommu-
nications activity, to ensure consistent communication with both in-house and
field-based staff, not to mention, most importantly, with our customers.”

Peter Savic, lead consultant on the project for Plum, installed the Avaya IP
Office 406 with Primary rate ISDN. He said: “We installed a package that
included 30 digital voice lines and full broadband data capability through a fibre
optic network suitable for the 20+ interviewers all needing to conduct calls at
the same time. However, the system installed has the capability to expand to
60 lines and 190 extensions, making it ideal for growing businesses like PH
Research.”
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Paula Hoath (P H Research) and Peter Savic (Plum Communications) study
the reports from the newly installed Avaya Telephone System



Plum were also responsible for helping PH Research
become familiar with their new system and use it
to its fullest capacity. Paula says Voicemail PRO call
recording has been particularly useful in increasing
efficiency. For example, before the deployment of
the new system, tape recorders were used to
record mystery shopper interviews, which was a
very cumbersome process. Now they can acquire
reports digitally, transfer them onto PC and send
the reports via email, burn them onto a disc or
upload them on to the Internet.

She says: “Because our industry is heavily fo-
cussed on the collection of data and statistics it is
vital that we have an accurate system in place
which allows us to monitor activity. The Avaya
system enables interrogation by PC of the tele-
phone exchange, which gives us invaluable market
research information for our customers.”

Peter Savic adds: “Previously, PH Research would
have had to wait until they received a bill to
analyse the length of calls – a much more long-
winded approach. This way they can acquire infor-
mation in real time which has greatly improved
their efficiency.”

Following their successful move to Malta Mill, Mid-
dleton, Paula adds finally “We have been a cus-
tomer of Plum for several years and we have built
up a strong working relationship during that time.
We planned our move very carefully and had a de-
tailed project plan, to go alongside this we needed
a reliable and intelligent company to assist us with
the installation. Thankfully we weren’t disap-
pointed.”

Graduate to Pioneer New
Plum Project

A PhD student from Lancaster University is set to
make his career debut at Oldham-based Plum
Communications, as part of an innovative project
that could pave the way for customer and supplier
relations of the future.

25 year-old Ben Green, who is studying dynamic
binary loading in operating systems at the univer-
sity, has been seconded to Plum over the summer
period to investigate and analyse customer and
supplier processes, with the intention of producing
a more streamlined order placement system for
Plum customers.
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Despite a successful outcome, the move wasn’t all
plain sailing. Although the telecommunication sup-
plier was informed of the move several months in
advance there were still complications out of Plum’s
control. Dates for the move kept on changing which
made other elements of the plan difficult to
manage. Paula says: “Luckily, Plum were able to li-
aise with the supplier which took a huge weight off
our shoulders and ensured that things were done
more rapidly.”

As well as a smooth transition between sites, PH
Research also required a system upgrade. Prior to
the move, they had been using an old analogue
system that had, at times, proved less than
adequate for when researchers were conducting
interviews: phone lines were poor and producing
reports from calls was an arduous task.

Paula says: “We knew we had to move to a digital
system to improve clarity of the calls as well as a
whole upgrade of systems data and voice. Before,
our phone lines were often crackly and annoying
when we were attempting to conduct important
interviews. Now we can optimise the use of call log-
ging, call status, voicemail and caller display
through the Avaya system.”

-2-

information

The solution provided to P H Research included
Category 5 Cabling System with patch cabinet
ISDN30 Telephone Lines with Direct Dialling
IP Office 406V2 System with Primary Rate Card
30 port standard telephone module
IP office 5420 Display telephone
Relate 2100 Telephones
ATL Berkshire 200 Telephones
Voicemail Pro with call recording
Delta Server with call logging
Phone manager and Call Status
Analogue Line with Broadband Service
Domain hosting and SMTP mail forwarding

Tapes can be consigned to the bin thanks to the
new recording system from Plum Communications
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Glossary
Analogue
Conventional method of connecting telephone
service to small business premises and residential
properties. Now being superceded for businesses
by digital services (ISDN). Analogue connection is
still required for ADSL Broadband.

ISDN
Integrated Services Digital Network
Method of connecting business subscriber prem-
ises to the telephone exchange. This can be either
ISDN2 (basic rate) or ISDN30 (primary rate).

ISDN2 is supplied in pairs in any combination
from 2 channels upwards.

ISDN30 is supplied in any combination from 8
channels upwards. 30 channels is the maximum a
single circuit can support, where more channels
are required additional circuits are installed.

Call Recording
Once the preserve of stock brokers, call recording
is now taken for granted and is used by a wide
range of industries including insurance, health,
utilities, legal and telecoms.

Instant playback allows operators and supervisors
to listen to call details and provides a permanent
record of the call.

Call Logging
Call logging provides details of the calls made ei-
ther on a per call basis or as part of a reporting
package. Uses include billing on of call costs, call
activity and monitoring of call costs. Inbound re-
ports allow organisations to monitor effectiveness
of handling incoming calls.

Mystery Shopper
Method of obtaining feedback on customer service
activities in which an anonymous researcher
makes a trial purchase or transaction with the
organisation.

As part of the first phase, Ben will put his proposals
forward to Plum about how to improve and speed
up electronic links in the supply chain process. Once
approved, implementation will begin. The outcome
will mean customers have a direct route to ordering
systems and immediate access to order tracking.
For example, if a customer requires a new feature
on their phone, this could be live within seconds.

Peter Savic of Plum Communications says: "We
process orders as soon as they are received but the
anticipated changes will mean that customers will
have consistently high service levels 24 hours per
day, it will also mean that our staff will have more
time to talk to customers as most of our supplier
ordering will be automated.”

Ben’s placement has come about thanks to a new
initiative from the University, the Knowledge and
Business Centre. This forms a vital part of the Uni-
versity’s Information and Communication
Technology research and business development
hub, InfoLab21, which is designed to provide a
gateway for the transfer of expertise between
academics and regional businesses.

Project Technical Officer Dr Paul Okanda, who is
overseeing the placement says: “ This is a great op-
portunity for both Ben and Plum Communications to
form a reciprocal relationship. I am grateful for the
opportunity to exemplify the positive and
demonstrable results this project can offer and look
forward to the progress being made.”

Ben is also excited about the assignment. He says:
“ It will be fulfilling to see how things operate in the
‘real world’, putting my knowledge and expertise
into practise with a forward-thinking company like
Plum, is something I look forward to with great
anticipation.”
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Peter Savic discusses the project with Dr Paul
Okanda and graduate Ben Green



effective communications for business www.plumcom.co.uk

plumoffers

BROADBAND
8Mb ADSL Broadband only £19 per month
and Office Service only £25 per month

Plum Customers can now purchase ADSL Broad-
band for just £19 per month plus VAT. Download
speed is up to 8Mb depending upon distance from
exchange and line quality.

This type of connections is intended for one or a
few PCs. For larger locations we have an Office
Service at £25 per month (plus VAT) which allows
many PCs to share the same connection.

All Plum ADSL connections are provided with a
static IP address, mail sending via SMTP and if re-
quired web space and email handling.

Plum also provide Domain registration and hosting
and for customers on the move we provide web-
mail which allows emails to be collected from the
plum website.

Migration to the service is free and for a limited
time the company is providing free activation sub-
ject to a minimum contract period.

MOBILES
Free Audit of your Mobile Costs

Plum provide a free audit of mobile costs and a
recommendation on potential savings. We offer
tariffs from all 6 main networks and also our own
bespoke tariff for low volume users with line
rental from £4 per month

A wide range of handsets are available and full
itemised billing is available through the on line
service. High volume users will benefit from spe-
cially designed bundled tariffs. Full analysis of bills
is available as part of the plum service.

Single handsets can also be purchased on line
from the Plum website www.plumcom.co.uk.
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TELEPHONE LINES AND CALLS
Free Audit of your Telephone Charges

Are you paying too much for your telephone calls?
We provide a free audit of your current telecoms
spend including calls and line rentals. Savings of
20% to 40% are typical and all charges can be
shown on one monthly bill. There is no loss of
service and if you need to make changes in the
future you will benefit from a single number with
dedicated account manager.

TELEPHONE SYSTEMS
Audit of your Telephone Equipment

Plum Communications is offering businesses a
free review of their telephone systems including
analysis of current equipment, service costs and
future requirements. These highly popular reviews
have helped other businesses save several thou-
sand pounds per annum and have provided advice
on how to invest effectively in new technology.
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