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Unlock the benefits
Communications technology has transformed 
the way companies do business and interact 
with their customers and business partners. 
Indeed, the fact is simple — managers of 
small to medium enterprises (SMEs) are very 
much aware that first-rate information and 
communications technology (ICT) can be a 
competitive advantage.

However, the vast majority of SMEs do not have 
the luxury of a dedicated ICT manager and can 
be overwhelmed when it comes to deciding 
and effectively deploying a relevant ICT solution 
for their business. This can place great strain 
on smaller companies and too often they find 
that managing their ICT and communications 
infrastructure too daunting a task for internal 
staff.

However, technology should not represent 
a headache for managers. Nor should it 
undermine a firm’s focus on its core business. 
ICT resources need to be appropriate to the 
business they are being used in and should scale 
so that as the company grows, the company’s 
ICT assets also grow.

Support your 
business
This guide aims to be the first step in helping 
your business along the way to utilising IT as a 
truly powerful competitive advantage.

It will help you understand how ICT can help 
your company to:

Increase revenues

Get new customers

Improve the satisfaction of existing customers

Reduce costs

Empower employees to become more 
effective and efficient.

Thankfully making ICT work for your business 
has never been easier. Regardless of whether 
you go it alone or work with an experienced 
provider, solutions are easier to deploy and more 
cost effective to implement than ever before.

ICT and your business

Foreword by 

Niall Feely 
Director, Eircom Business Markets 

Eircom
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Boost your business
When investing in ICT, ensuring a return on 
investment is critical. Unless you can clearly 
see where your new technology will increase 
efficiency, reduce cost and/or boost revenue, it is 
not the solution for you. Technology should help 
your business excel in ways that are relevant to 
your business and deliver measurable benefits.

Leading companies understand how to use 
communications technology to transform the 
way they do business, to boost revenue and 
drive down operating costs.

Attract new 
customers
As a starting point, here are some tools and tips 
on how you can use the basic communication 
tools to drive new business.

1. Use the phone
It may sound like common sense but using the 
phone for inbound and outbound calling adds 
an extra cost-effective sales channel. The phone 
is particularly good for prospecting for new 
business, enabling you to massively increase 
your sales potential. Inbound calling can handle 
a variety of transactions and freefone is still 
favoured by a lot of customers when it comes to 
making contact with a company.

2. Build a website
Company websites are becoming a must in an 
environment where people want around the 
clock access to sales and service channels. Your 
site can allow customers request a consultation, 
download specifications and brochures or even 
purchase your product/service online. Using 
customer case studies on your website as 
endorsements can also be an effective way to 
secure customer interest.

3. Measure effectiveness
When advertising to attract customers it can be 
difficult to ascertain what is working and what is 
not. Using a freefone number (1800 or 1890) is an 
effective way of tracking how well your advertising 
is working. Every advert you place can be assigned 
a unique freefone number. The reports you 
receive from your telephone company will detail 
how many calls each number generated and you 
will be able to work out the return you got from 
each campaign. This will allow you to ensure 
your future advertising and promotional spend is 
focused on the most effective campaigns. With 
email you should include a tracking mechanism to 
monitor which emails were opened and what links 
were clicked. You can do this cost-effectively by 
subscribing to an email marketing service.

Increase revenues
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4. Be easy to contact
Customers now tend to dictate to companies 
when and how they want to make purchases. 
This has put the onus on businesses to 
accommodate their customers on their 
terms when it comes to buying products 
and services. This has seen most companies 
offer a combination of face-to-face account 
management, inbound calls, web and fax to 
cover the myriad of customer preferences.

5. Use email
Email is an extremely cost-effective and fast way 
of communicating with customers. One small 
Irish retailer kept a clipboard beside the till and 
as customers paid they were asked if they would 
like to give their email address. As a result the 
store collected thousands of email addresses and 
every two months now sends out a simple email 
promoting special offers in the store. This is just 
one way that email can be used to communicate 
with customers in a meaningful way that also 
drives business.

Most businesses benefit by keeping in contact with 
their customers regularly. However, for smaller 
businesses the cost of producing and posting 
leaflets and brochures can be prohibitive. By using 
email, all businesses can now afford to send out 
regular updates, product news and information.

If a campaign is correctly planned and managed, 
email makes it easier to segment and target your 
market. It allows a greater number of recipients 
to be reached, and makes reporting and 
measurement clear, not to mention the fact it is a 
lot easier and cheaper.

When it comes to email marketing here are 
some essential pointers:

Ensure you have permission to communicate 
with your customer

Personalise the email. Tailor your information 
to the customer’s needs or lifestyle

Send email updates with sufficient time lapses 
(don’t bombard) and aim to tell the recipient 
at least one new piece of information

Create links to specific pages on your website

Always include an unsubscribe link

Ensure sentences are short and the layout is 
easy to read and follow

Try different things

Track response rates and use this to constantly 
improve effectiveness.
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Get connected
The best way to work online is through a 
broadband connection, which is why over 
50,000 businesses now use Eircom broadband. 
It’s up to 100 times faster than an ordinary dial-
up connection on a landline. 

This means you can send and receive emails in 
real time and open websites and large files much 
faster. This translates into time and cost savings 
for businesses.

Using broadband means you pay a fixed fee, 
allowing you to fix your costs on a monthly basis. 
This not only allows you to budget, but also 
gives you more freedom as you don’t have to 
limit the time you’re online. It can also help save 
on administration costs like couriers and post. 

Having broadband means you’re always on 
and connected to the internet, which means 
there’s no need to dial-up for access, connect or 
disconnect, saving you valuable time. And all this 
without the frustrations of dial-up access.

Importantly, having broadband also allows you 
to make phone calls even when someone is on 
the internet.

Finally, you should choose your broadband 
from a reputable supplier that provides a range 
of packages and is as focused on security and 
reliability as they are on price.

Get mobile
Increasing accessibility to information and 
customers is key to driving revenue. Therefore 
simply mobilsing your staff is only half the 
answer. The ability for staff to remotely access 
critical customer, product and company 
information when out of the office can add 
significant competitive advantage.

Remote access enables you to virtually be in 
front of your office computer while sitting at a 
remote computer. What you see on the remote 
computer is an exact replica of the computer you 
have remote control access to. This enables you 
to stay connected even when out of the office.

Using your Personal Digital Assistant (PDA) 
is another solution offering automatic 
synchronisation. There’s a huge market for 
using a PDA to access corporate data and these 
solutions are ideal for sales staff or executives 
that need access to databases or other 
information when they’re out of the office.

This is a cost effective solution and the only 
expense is the cost of the PDA.
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Top tip
Go wireless!
Wi-Fi enables you to have internet access 
throughout the office rather than being tied 
to just one location. This makes it easier 
to share a broadband connection with two 
or more computers without the need for 
untidy wiring.

Wi-Fi isn’t just for PCs and laptops. 
Handheld PDAs and other such devices 
can also take advantage of broadband 
internet connectivity.

A wireless router that is easy to install and 
simple to set up is supplied for free with 
most broadband connections.

Get online
Having a presence on the internet is critical for 
most businesses. It allows your business to be 
highly visible to customers. Many customers make 
purchasing decisions based on information and 
companies they find online. If you don’t have an 
internet presence you are potentially losing out on 
a lot of business.

To get your business online follow our five  
easy steps:

1. Register your domain
You will need to start by registering an appropriate 
and effective domain name. You may wish to register 
a .ie name, which will define your site as Irish-based. 
Other alternatives include .com, .net and .org. If 
available, it can be a good idea to register several or 
all versions. Do, however, try to register a name your 
customers will recognise you by, for example  
www.companyname.com or www.product.com.

2. Host your website
Your website needs somewhere to live. Similar to 
how you store documents on your PC, your website 
needs to be placed or ‘hosted’ according to your 
business needs. Managed hosting offers a variety of 
services including complete 24/7 management of 
your system and customised solutions. Virtual hosting 
is when you ‘rent’ space on a secure server shared 
by other customers and operated by a provider. 
Co-location hosting is when you store your internet 
equipment in a purpose-built, reliable facility operated 
by a third party.
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3. Design your website
A website should be viewed as an extension 
of your business. But, with the technologies 
involved, it can be easy to get overwhelmed. 
However, new packages available can ensure 
developing a website can be a relatively simple 
and painless process. The challenge then is 
simply to ensure the website communicates your 
company’s image and services clearly, enabling 
visitors to interact with ease with your business 
via the internet.

4. Trade online
Integrated commerce solutions are available to 
set up and maintain your online store. This is 
often a less expensive and more secure way of 
enhancing your transactions online.

5. Advertise online
Once your website is fully functional and up 
and running, you’re ready to promote your 
business and advertise your website online. 
There are many different ways of doing this. 
You can purchase search engine words, partner 
with other websites that target your market and 
set up links, and get your site on the top search 
engine lists.

Top tip
Wireless hotspots!
Business people have come to expect 
services that address their needs 
wherever they go, be it a pub, café or 
restaurant. Thanks to wireless hotspots 
you can access your network via wireless 
broadband hotspots and a wireless-
enabled laptop. Through a large network 
of hotspots you can now access the system 
via a ‘pay as you go’ option or hotspot 
subscription.

BENEFITS TO YOU:

• Access documents located on your 
company network

• Send and receive emails

• Surf the net.

Did you know that by the end of 2006 1,800 
hotspots will be available throughout 
Ireland with a significant number of 
roaming agreements in place.

For more information on hotspots visit 
www.eircom.ie/hotspot.
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Fine-tune your 
business
ICT not only helps build powerful and rewarding 
relationships with your customers, it will also 
help your business operate more effectively and 
empower your staff. It is therefore important to 
ensure your business is making the most out of 
communications technology and has the right 
solutions to ensure optimum benefit.

Give your business a 
communications health 
check
While SMEs should carry out a review of their 
ICT requirements every year, many of them 
don’t. 

The most significant area to focus on is staff, 
analysing whether ICT is:

Increasing motivation

Lowering turnover

Attracting new people

Improving work-life balance.

Employees are a company’s biggest investment. 
However, to help them operate at their optimum, 
all staff must have access to the tools needed to 
enhance their productivity. These tools will reflect 
how and how often a business communicates 
with its customers and will also highlight how 
often a customer could and should hear from 
your business.

There are three main areas to look at when 
reviewing staff and ICT efficiency:

Voice and data infrastructure

Remote working

Hosting.

Increasing efficiencies
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1. Voice and data 
infrastucture
Voice: Did you know that instead of renting 
numerous separate phone lines you can rent just 
one ISDN fractional rate access (FRA) line, which 
can offer multiple extensions, and enable you to 
make considerable savings?

Eircom ISDN FRA provides 16 64Kbit channels 
and is ideal if you plan on growing your 
business. For larger operations, Eircom ISDN 
primary rate access (PRA) offers up to 30 64Kbit 
digital channels with a standard block of 100 
Direct Dial-in (DDI) numbers.

The types of companies currently using ISDN 
include recruitment consultants, estate agents, 
travel agents and doctors.

The DDI facility allows you to assign individual 
phone numbers to your staff, making your 
business more accessible to both customers and 
suppliers.

Data: Broadband can facilitate a range of 
efficiencies in a business apart from the time 
saved through faster speeds. Broadband also 
enables SMEs to push the boundaries of their 
business, from a local focus to an increasingly 
global one. Advanced Innovations, for example, 
is a technology company that has used 
broadband to successfully exploit opportunities 
in China and leap from being a small contract 
electronics manufacturer to a global supplier 
of supply chain management and innovation 
support services in a relatively short time.

Broadband is also helping to improve the 
flexibility of workforces in SMEs. More and 
more people want to work flexibly. For example, 
choosing to work from home until 10am 
on Monday mornings to beat the traffic, or 
getting ahead of themselves by sending emails 
on Sunday night. An increasing number of 
SMEs are embracing this trend and providing 
employees with laptops or computers and 
broadband in their homes.
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2. Remote access
When staff are out of the office, they don’t have 
to be out of reach. Wi-Fi, or wire-free internet 
access at broadband speeds, is growing in 
popularity as a solution for mobile workers. For 
example, it can give a sales person on the road 
who needs to quickly look at facts and figures on 
a company website before going to meet a client 
the perfect solution. All you need is a wireless 
data card in your laptop (these now come as 
standard in laptops less than two years old).

Eircom’s Wi-Fi solution, hotspot, is now available at 
more than 1,000 locations (namely hotels, airports, 
restaurants, cafes and bars) across Ireland, most 
recently Dublin Airport. Information on hotspot 
use is available at each location while all enabled 
payphones are equipped with a free, pre-recorded 
message offering instructions to customers.

For more information on Wi-Fi visit  
www.eircom.ie/hotspot.
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Case study: 
improving 
communications 
flow
A recent upgrade to its communications systems 
has enabled Cunnane Stratton Reynolds to vastly 
improve the flow of information between its two 
offices, as well as help the company to better 
meet the needs of its major clients by making 
staff more accessible via telephone and the 
internet. 

In operation since 1995, the company provides 
planning consultancy, urban and landscape 
design to a range of public and private sector 
clients, including the IDA, Howard Holdings, 
Tesco Ireland, Harcourt Developments, the GAA 
and Airtricity. The business, which currently 
employs 24 people between its Dublin and Cork 
bases, also works with architects and engineering 
consultants nationwide and has a broad portfolio 
of commercial, residential and industrial projects. 

Since setting up in Cork four years ago, 
Cunnane Stratton Reynolds has recently moved 
into brand new offices in the city designed by 
Scott Tallon Walker. “We immediately installed 
full ISDN phone lines for an integrated system 
with direct-dial lines and voicemail capability,” 
says Beverley Elder, the company’s practice 
manager. 

Because its major clients are keen to have direct-
dial access to key staff, installing the new phone 
system is a big priority for the company. With the 
new facility, clients can go through to voicemail 
or are transferred to a mobile phone if a contact 
is unavailable or out of the office. “It has a 
range of advanced features that much bigger 
companies would have as a matter of course,” 
says Beverley. 

Eircom broadband was introduced at the Dublin 
office two years ago and at the new Cork office 
in July. The impact for the Cork staff has been 
immense. “We now have a 2Mbps connection, 
which means that bigger files can come and 
go without blocking up the system as we often 
have large files with architect’s drawings, maps 
and images,” says Beverley. “We set up a virtual 
private network between the two offices and 
have matched capacity for broadband at each 
end so we can email files back and forth almost 
instantly.” 

Given that the Cork staff previously had to 
actively dial up to access the mail, in-house 
communications have improved beyond 
recognition over the past six months. “It cuts 
down a lot of needless time on the phone and it 
cuts down on faxing as well,” says Beverley, “as 
you can send somebody a file or give them the 
details they need electronically.” 

ICT in action
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Beverley adds that the installation of the ISDN 
lines and broadband has had a very positive 
impact on the business overall. While looking 
forward to the switch to ISDN in Dublin in 2005, 
she points out that the company still wants to 
keep the personal touch. “We will never change 
to having an automated system, where people 
who ring up just get through to a computer,” 
she says. 

To celebrate 10 years in business, Cunnane 
Stratton Reynolds has just re-launched its 
website, which can be accessed at  
www.cunnanestrattonreynolds.com. 

Case study: adding 
value to customers
When the Moran Hotels group went looking 
for the right infrastructure to connect its three 
locations in Dublin, Cork and London, it knew it 
wanted to offer customers access to state of the 
art communications technology.

Moran Hotels operates the four-star Red Cow 
Moran Hotel in Dublin, the Crown Moran 
Hotel in London and the newly refurbished 
Silver Springs Moran Hotel in Cork. The hotel 
group uses Eircom wireless broadband, which 
delivers high-speed wireless internet access to 
guests. “Take-up of the wireless broadband in 
our hotels has been excellent,” said Pat Power, 
financial director, Moran Hotels. “Delegates at 
conferences in Dublin and Cork love the service 
and are very impressed with it.”

Moran Hotels is also on the verge of deploying 
another advanced feature of Eircom business 
IP+. Soon the group will be running voice over 
IP (VoIP) over its data network, which will help 
reduce telecommunications costs at its three sites 
and will drive efficiency in the call centre.
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Finding the right 
solution
When it comes to optimising communications 
within your business there are some 
fundamental elements that need to be 
considered.

The computer
Consider if your computer will be:

Networked or ‘stand alone’?

Used for occasional email and web access 
only?

Used for graphics editing and database 
creation?

The answers to these questions will decide on 
the overall spec of the machine you need.

There is no point buying a PC powerhouse if 
you are only going to use it as a word processor 
and to send the occasional email. However, there 
is no point in buying a low-end machine if you 
need it to handle large graphics for editing.

When shopping for a computer decide whether 
you need:

A desktop PC, laptop or a PDA with a desktop to 
ensure portability and flexibility. Or do you need 
a large screen or wireless capability?

Tips when buying a 
computer
Get as much RAM (512mb or more), 
processor speed and hard disk space 
(40GB or more) as you can.

Home PCs are often cheaper, made with 
less quality components and have less 
technical support.

Purchase your computer from nationally 
recognised computer vendors to ensure 
that the support you need is around for as 
long as your computer is.

Preparing for success
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Keep your PC 
healthy
Delete your deleted items.

Toss your cookies. Your PC keeps copies of every 
web page you’ve ever viewed in a ‘Temporary 
Internet Files’ folder, while a separate ‘Cookies’ 
folder contains programs that help marketers 
track you down. You don’t need these files, and 
they can take up an awful lot of space. Delete 
them weekly.

Delete your ‘Temp’ files. These are files that end 
in ‘.tmp’ that can easily be found by opening 
Windows Explorer and searching your computer 
for ‘*.tmp’ files. You should also delete these 
weekly.

Reboot your computer during each day and it 
will work more efficiently. This simply means 
shutting down your computer and then starting 
it up again.

Dust your computer keyboard and monitor, as 
keeping them clean will incresse their life span.

Computer 
troubleshooting
If your computer is giving you trouble, you 
should look at the following:

Is your hard disk space low?

Do you have enough memory?

Do you need to perform file and disk 
maintenance (like de-fragmenting your hard 
drive)?

Is a program(s) causing a conflict with another 
program?

Have you updated the software?

Does your computer have a virus?

1

2

3

4

5
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Securing your 
business
Many businesses don’t have their own 
technology staff to ensure their network is 
secure, therefore the solutions on offer must be 
reliable, economical and powerful. Protecting 
individual networked computers, LAN (Local 
Area Network) servers, mail servers and the 
outer edge of your network (LAN perimeter) will 
ensure the greatest protection for your entire 
business.

Your network can be secured by Virtual 
Private Networks (VPN), which enable remote 
computers to securely access a main or server 
computer via the internet and will secure 
communication over a shared infrastructure. 
When you log on to the internet and access 
your email and company files, your connection 
is open for hackers to steal or at least view your 
data. A VPN encrypts the data as it goes over 
the public internet by placing the data in a 
secure ‘tunnel’ as it goes between your remote 
computer and the corporate server you are 
accessing.

Securing your data
A virus can invade your computer via email, a 
website, shared floppy disks or other media, and 
that’s why it is very important to be careful what 
you allow to enter your computer and networks.

Some viruses are malicious and can destroy data. 
Others are annoying and harmless. Either way 
it is best to protect your PC from viruses and 
hackers by installing an anti-virus program and 
firewall on your computer system.

Anti-virus programs scan files and programs 
on your computer for viruses and prevent any 
viruses it discovers from infecting your computer.

Firewalls will ensure only authorised data 
enters and leaves your computer. There are 
software firewalls that should be installed on 
each computer while a network server should 
be protected by a firewall appliance (a physical 
device), which will provide more robust 
protection than a software firewall. A firewall 
allows authorised users on your network to 
access the internet and prevents outside parties 
from accessing internal resources. Various 
solutions from entry-level to sophisticated multi-
user tailored networks are available to meet 
your company’s requirements. To ensure your 
business is best protected these programs should 
be frequently updated, at least once per week or 
more often. 
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This can be done automatically and you should 
ask your IT provider for more information 
regarding how to set this up.

Additional solutions to enhance your data 
security:

Hard-to-guess passwords (combine numbers 
and letters)

Biometric devices (such as finger print or iris 
scanners)

Physical locks to prevent unauthorised physical 
movement of your computer

Encrypt important data to ensure that even 
if an unauthorised user gets your data, they 
can’t use it.

Remember — 
your data is your 
business
Reliable back-up and recovery are critical to 
today’s information-driven businesses. However, 
most small and mid-size businesses continue to 
labour with manual tape back-up processes that 
have proven to be extremely error prone, with 
failure rates as high as 50%. Compounding this 
risk is the complex and time-consuming nature 
of tape back-up, particularly for businesses with 
limited IT resources.

Having a back-up service is essential to protect 
your company’s data.  Such services can offer:

Assured data protection 

Off-site data vaulting in secure data centre 
facilities

Disaster recovery

Easy data restores with the click of a button 
— anywhere, anytime

Tapeless back-up and recovery

Data back-up is fully managed for you. No 
more tapes. No more back-up hassles.
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Internet security
While the internet has helped revolutionise 
the way we communicate, its downside is the 
widespread problem of viruses, hackers, spam 
and malicious websites. These can all wreak 
havoc on your business network, destroying 
data, eating away at profits and wasting your 
time. These are problems your simply can’t 
afford to ignore. Therefore, it’s vital you protect 
your business at all costs.

When individual computer users access files on 
USB keys, exchange diskettes and download 
email, it’s critical to ensure that each computer 
on your network, each file server and email 
server, has online security protection. If a virus 
infects one computer you want to ensure that 
the infected computer does not infect your 
servers.

Users who access web-based email, such as 
Yahoo or Hotmail, and graphic designers who 
use file transfer protocol (FTP), and any other 
kind of online resources, need to be protected 
from viruses, malicious website codes and 
hackers.

If your website is hosted by Eircom Net you can 
avail of the email protector service, which scans 
all your incoming emails for viruses as well as 
filtering out spam from genuine messages.

Protecting your 
business from 
internet viruses
Choosing an online security solution can be 
confusing. Here are some tips to help you make 
your decision:

Ensure your security meets and matches the size 
and needs of your business, including remote 
access

Choose a solution that is is simple to deploy, 
manage and support

Make sure it is completely integrated and does 
not require you to integrate your own solutions

Whatever solution you decide upon make sure it 
is supported

It is important that you get the same protection 
as larger customers.

1

2

3

4

5



18

Warning!
Adware and spyware
Imagine you are browsing a website and 
see an advertisement pop-up asking you if 
you want to download a free international 
clock or some other neat utility. After 
you download the utility you notice that 
new websites have been added to your 
`favourites’ links or that when you visit 
a website to buy something you get a 
small ad letting you know you can buy 
the product cheaper somewhere else. 
These are just a few of the symptoms 
of a computer that has been invaded by 
spyware or adware. While ad or spyware 
programs might not harm your computer, 
they could infiltrate a security loophole in 
your system and at the very least display 
annoying advertising that you don’t want. 
Protect your computer from ad or spyware 
by installing an anti-ad or spyware 
program.

Support and training
Using one technology partner offers a host of 
benefits to an organisation when compared 
to trying to work with numerous experts. 
The consultant who knows about upgrading 
computer systems, may not be the best person 
to design your website. The person that designs 
great websites may not be the best person to put 
together an e-commerce solution. Before you 
know it you could have three or four external 
consultants visiting your premises on a monthly 
basis and you’re not sure what’s going on and 
who’s doing what. Likewise, you receive the 
invoices and pay them because you want the 
security of knowing that someone is there if 
you need them, the same reason you get car 
insurance.

Your business really only needs one ICT partner 
who can help you make decisions across all 
areas of technology and ensures that it all fits 
together to meet your business objectives.
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It’s all about 
teamwork
Communications and technology resources can 
and should support business objectives, such 
as improved efficiencies, enhanced customer 
service and even more rapid growth.

Unlocking the benefits of ICT doesn’t require 
great technological know-how, but it does 
require a partner with pre-eminent capabilities 
and a nationwide scope. Making the right move 
to such a partner is not just about making the 
right technology decision; it’s about making the 
right business decision.

Case study: the total 
solution
Stephens Catering knows the importance of 
delivering a full service to customers. In business 
since 1969, the firm has expanded beyond 
its traditional focus on the supply of catering 
equipment to become a consultancy that advises 
the private sector (restaurants, hotels, retailers, 
etc) and the public sector (schools, hospitals, 
hotels and government departments) on how to 
best design and install kitchens of all sizes.

So, when Stephens Catering went in search of 
a technology partner that could also provide 
a complete package, including equipment, 
consulting and support, it selected Eircom Total 
ICT. 

“Eircom Total ICT gave us everything that 
we needed, the network, our server, email, 
broadband, PCs and printers — the whole 
package all from a single point of contact,” 
explained Julie Caves, a director with Stephens 
Catering Equipment, which partnered with 
Eircom Total ICT ahead of moving to its new 
offices in Maynooth, Co. Kildare.

Finding the right partner
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Specifically, Eircom Total ICT installed and 
supports Stephens Catering Local Area Network 
(LAN) as well as its high-specification network 
server, which links its desktop computers, 
laptops, multi-purpose printer and a special-
purpose CAD (Computer Aided Design) printer. 
On the communications side, the company 
has been equipped with a high-speed Eircom 
broadband connection, as well as a new internet 
domain and email services for all members of 
staff. 

Eircom Total ICT also designed, fit and set up 
a new Nortel phone system, which includes 
voicemail, call answering and Voice over IP 
features.

Now, employees are able to work more 
effectively, with document sharing and email 
a key part of the company’s operation. New 
design specifications can be sent to and received 
from the head office in Co. Antrim, eliminating a 
process that previously took hours on a dial-up 
internet connection, or even days using a courier 
service.

“The drawings can now just be emailed over the 
broadband connection, and we can print them 
ourselves on the CAD printer. It’s a real time and 
cost saver,” Caves said. 

Prior to the installation, Eircom Total ICT 
carried out an assessment of the firm’s needs 
and made recommendations on suitable 
technology solutions. Stephens Catering is also 
able to turn to Eircom Total ICT for training, full 
technical support and additional advice on new 
technology infrastructure — all from a single 
point of contact.

“It’s a total service that covers everything from 
equipment to support. It definitely saved us time 
and money, helping us to work more effectively 
and more efficiently,” Caves concluded.
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DSL (Digital Subscriber Line): A high-speed 
technology that allows large volumes of data to 
be sent over a telephone line.

Anti-virus software: Software installed on 
a computer that scans and protects files from 
computer viruses.

Back-up: To make a duplicate of the contents of 
a computer, usually onto a floppy disk or tape, in 
case of computer breakdown or viruses.

Bandwidth: The amount of data that can be 
transmitted in a fixed amount of time. For digital 
devices, the bandwidth is expressed in bits per 
second (bps). 

Broadband: Broadband provides high-speed 
internet access by delivering multiple channels 
of data (such as data/voice/video) over a single 
communications medium.

Byte: A unit of storage capable of holding a 
single character. A byte is equal to 8 bits. Large 
amounts of memory are indicated in terms of 
kilobytes, megabytes and gigabytes. 

Cache: A special computer data storage area 
(memory or disk) where frequently used data 
values are duplicated for quick access.

Download: The process of transferring a copy 
of an electronic file from a remote computer to 
the requesting computer by means of a modem 
or network.

Filtering software: A program developed to 
sort and block access to undesirable material on 
the internet. The software company generally 
compiles a list of banned sites and keywords. 

Firewall: A system designed to prevent 
unauthorised access to or from a private 
network. Firewalls can be implemented in both 
hardware and software, or a combination of 
both.

Hard disk: A fixed magnetic disk generally 
fitted internally in a personal computer, on which 
you can store computer data. The term hard is 
used to distinguish it from a soft, or floppy, disk. 
Hard disks hold more data (anywhere from 10 
megabytes to several gigabytes).

Intranet: An intranet uses the same technology 
as the internet over a private or internal network 
and is not accessible by users outside the 
network. 

ICT glossary
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ISDN (Integrated Services Digital Network): 
An agreed standard for sending voice, video, 
and data over digital or normal telephone lines. 
ISDN connections consist of two 64Kbps lines, 
both lines can be used the simultaneously to 
offer speeds of 128Kbps.

Local area network (LAN): A communications 
system linking computers within a restricted 
geographical area such as a building or campus. 
This also allows computers to share information 
from a central source.

PDA (Personal Digital Assistant): A 
small mobile hand-held device that provides 
computing, information storage and retrieval 
capabilities.

RAM (Random Access Memory): The 
memory required while programs are being 
run. When the power is removed from RAM its 
contents are lost. This means that you must save 
work in progress to the hard disk or floppy disk 
regularly.

Server: A powerful computer on a network that 
manages network resources.

Virus: A program or piece of code written with 
the deliberate intention of corrupting files which 
stores and sometimes replicates itself without the 
user’s knowledge.
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