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The PMO wanted to build a strategic partnership with one supplier 
for the provision and hosted proactive, managed support of an  
end-to-end unified communications service, from HMG’s highly 
resilient data centres.  
4net met the strict criteria set out by the PMO and built a team 
that could work closely with their IT Team to deliver an innovative, 
scalable, flexible, secure and robust shared telephony service to 
other Government Departments by leveraging the investment made 
by the PMO in their core infrastructure and telephony platform.  

The Challenges 
The approach taken by the PMO challenged the status quo of 
how traditional IP based telephony services are delivered to the 
public sector by utilising existing equipment based in their secure 
datacenters.

Government departments were facing a wide range of challenges 
which included:

 – Reduce the cost of back-office corporate services 
via asset sharing (IT, buildings, resources, 
management and minimised process cost)

 – Drive service excellence by freeing the department 
to focus on core objectives and professionalising 
corporate service functions

 – Increase operational efficiency through better MI, 
improved benchmarking, comparable between 
organisations, which in turn could potentially drive 
up performance 

 – Budget constraints
 – Technical obsolescence of existing communications
 – Variety of fragmented communications tools which form a barrier 

to better ways of working
 – Complex financial arrangements
 – High and unpredictable costs associated with upgrades or 

maintenance of legacy systems
 – Diverse workforces and workplaces
 – Need for improved security
 – Employees driving change - Increasing user demands
 – Needed the ability to connect and collaborate
 – Flexibility to respond to user requirements
 – Scalability to manage change, growth and acquisitions
 – Need for an improved service wrap

Background
The strategic vision put into place by the 
Government to lower the cost of IT investment 
provided an opportunity for a cloud-based 
service, which would allow departments to 
securely share services, enable better ways of 
working and reduce costs.

Government recognises the benefits of shared 
services that would:

The Prime Minister’s Office (PMO) wanted to 
address the strategic vision put into place by the 
Government to lower the cost of IT investment 
through Shared Services. They had already made 
a significant investment in an Avaya platform and 
needed a partner who could provide managed 
support and extend the portfolio to provide unified 
communications for the PMO, and subsequently 
to Other Government Departments, to provide 
innovative, flexible and secure shared services along 
with MI (Management Information).

“The ANTENNA programme 
was formed because we 
wanted to share our ICT 
infrastructure with other 
Departments in a way that’s 
not been achieved before.  
The approach taken by the 
Prime Minister’s Office meant 
that by utilising existing 
equipment, we could reduce 
costs, improve service and 
provided expert support to 
Departments in a way that 
they’ve not experienced 
previously”.  

Malcolm Coates MBE - 
Director of ICT, Prime Minister’s Office. 
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An additional aim of the programme was to provide an 
unrivalled level of expert support to OGDs by  
leveraging the existing support services in No10 and 
those of 4net Technologies’ wider, security-cleared, 
technical resources.  A new procurement process was 
agreed with Crown Commercial Services (CCS) so 
that OGDs could easily buy the services via a Services 
Catalogue, by using a simple, direct award process.

The Service 
The service, named ‘ANTENNA’, is deployed via highly 
resilient and accredited secure datacentres, scalable 
to over 350,000 users. Working closely with Avaya, 
4net were able to develop a bespoke OPEX model 
that provides the flexibility and cost effectiveness 
needed by the PMO. ANTENNA can be extended and 
mobilised within extremely short lead times, adopting 
proven delivery and operational methodologies 
supported by the PMO and CCS governance and 
with expected savings of between 25% and 40% over 
other telephony services.

ANTENNA gives users the ability to scale up and 
down quickly providing best-in-class and security 
cleared service management, ensuring the service 
exceeds expectations and continuously improves to 
meet changing requirements.

ANTENNA UC & Collaboration
The initial phases of ANTENNA delivered a shared 
telephony service which has now been extended to 
include Unified Communications and Collaboration, 
Contact Centre and Customer Experience services.   
These have addressed the needs for Government 
Departments to deliver ‘Better Ways of Working’ for 
their employees, with a solution that enables users to 
collaborate anywhere, from any device, across any 

“The experience of working with  
4net Technologies on the ANTENNA  
project has been excellent.   
Transformation projects are never 
easy, and you have to be realistic 
about the challenges.  But by working 
together in true partnership, our teams 
have achieved the implementation 
of unified communication services 
across Government within a timescale 
not seen before.”

Malcolm Coates MBE - 
Director of ICT, Prime Minister’s Office. 

The amount of users 
ANTENNA service is 

scalable to.

350,000
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 – A single compelling, mobile-first user experience 
with support across mobile, desktop and browser 
that delivers enterprise class telephony and 
persistent, multi-device instant messaging and 
team collaboration

 – An elegant and powerful meeting experience with 
HD video, wideband audio and rich interactive 
content sharing

 – Advanced browser / cloud application integration 
including full no-software (Web RTC) for voice, 
video, IM, presence, and team collaboration.

 – Avaya Oceana™
 – Avaya Oceanalytics™
 – Avaya Breeze™

channel.
Using Avaya Equinox as part of its infrastructure 
ANTENNA offers:

ANTENNA Contact Centre
The ANTENNA service has been extended to include 
Avaya’s world class Oceana Contact Centre and 
Customer Experience tools, which allow Government 
departments to deliver and manage exceptional and 
personalised customer experiences.  

Avaya’s Oceana Omni-Channel solution provides 
complete integration and management of phone, 
video and digital channels giving you the ability to 
deliver a seamless Customer experience across 
the channels of your choosing and an exceptional 
customer journey.  

Additionally, the ANTENNA Contact Centre solution 
makes it easy to bring knowledge workers across 
the enterprise into call centre routing strategies to 
improve Customer service and case outcomes. 

The ANTENNA Contact Centre solution comprises the 
following integrated components:

These components make it easier to extend and 
manage unified support of customer-centric business 
and customer journeys for all relevant stakeholders 
across the enterprise. 

Extending the Service
The ANTENNA service, which is already in use at No 
10 has now been extended to The Cabinet Office, HM 
Treasury, Scotland Office, Northern Ireland Office, 
DExEU (including the Private Office Group) Chief 
Whip’s Office, the IPCO and UK Export Finance.  
4net has also extended the solution into the Crown 
Commercial Service, Department for Culture, Media 
and Sport and UK Financial Investments and most 
recently The Bank of England with 5,000 end users, 
The Food Standards Agency with 1,000 end users 
and The National Crime Agency with 5,000 users.  

4net have received a number of prestigious awards 
for the ANTENNA service, In 2017 were chosen as 
winners of the Public Sector Utilities Award at the 
European IT and Software Awards.  In 2018 4net 
were chosen from Avaya’s international community of 
partners, to receive the prestigious Avaya Innovation 
Award for the second year running for ANTENNA and 
at this year’s Awards were accorded the accolade of 
being named as Avaya’s International Cloud Partner 
of the Year.  

Implementation 
4net invested in a highly skilled, security cleared 
support team, working with the CCS and PMO’s own 
secure IT team to deliver a service that would support 
the Government’s shared services vision.
We ensured the strategic recruitment of the very 
best skilled, security cleared technical people. 
This highly skilled team included individuals with 
over 5 years of both SC (Security Clearance) and 
DV (Developed Vetting) level security clearance. 
The security clearance, coupled with our extensive 
background of working on projects, which require the 
delivery of COTS (Commercial of the Shelf) platforms, 
ensures that our teams deliver full compliancy within 
appropriate Government impact levels.
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4net hosted a number of low level design workshops 
where every aspect of the service was explored 
in detail, with particular attention focused on the 
process for recording change within the System 
Library. Central to this was the drive to deliver a 
seamless end to end support model by providing 
knowledge, skills and training to the PMO’s IT Help 
Desk to enable their support of first line incidents and 
customers queries, with 4net’s helpdesk focusing on 
ANTENNA Service Requests, changes and incident 
and problem resolution at a second and third line. 

4net also worked with the PMO’s Technical Architect 
Teams to bring innovative ideas to the table from the 
outset, providing thought leadership and the early 
insight essential to ensure that the service remains 
effective and relevant.  

Innovation
The core elements of our underlying infrastructure 
enable smarter and more flexible ways of working.  
Simple steps can often be taken to integrate 
communications into business process to deliver 
significant productivity and efficiency gains. The 
ANTENNA team will deliver an Innovations Framework 
programme to explore these opportunities within the 
cost of our standard service and, if agreed, through 
the change programme deliver these as costed 
enhancements to our strategic ANTENNA customers.

4net has developed a rigorous implementation 
strategy for the delivery of the ANTENNA Service.  
This plan is continuously under review and has been 
enhanced as a direct result of recent delivery projects 
into other Government Departments (OGDs). 

The guiding principles for the delivery of the service 
are to ensure that the service is flexible, customer 
centric and dependable.  Designed as a Shared 
Service, ANTENNA is scalable to hundreds of 
thousands of configured users. 

Contracting organisations will work with our security-
cleared team to bring the service on board through a 
structured programme of:

The live service is supported by a dedicated team 
based in Westminster who have ownership for 
the operational aspects.  This includes proactive 
monitoring and access to a self-service and reporting 
portal. The team is supported by 4net’s service teams 
across the UK.

The Benefits 
The ANTENNA service provides an opex subscriber 
cost model; early indications are that savings are 
potentially significant. For most OGD’s this represents 
25% to 40% savings on current spend. The model 
we have designed and adopted also means the more 
Departments that join the service, the cheaper the 
service becomes for everyone. 

 Benefits for OGDs 
 Higher level of security assurance of service, 
a hosted managed service from provided by 
4net from Secure Government Data centres.  

Greater flexibility of services, with utility billing, 
scaling up or down at any location.

Overall ownership of service and on-site 
support. No additional cost for standard 
Moves, Adds and Changes. 

Proactive maintenance using monitoring tools

Development of additional services and 
innovation to improve processes.

Cost savings over the life of the contract

Ability to offer a tangible shared service in line 
with government policy on reusing assets.

Ability to demonstrate real cost savings 
to Departments whilst offering excellent 
customer support.

Ability to widen the remit of No10 by offering 
new services to other Departments using 
existing technology.

Fast and agile service delivery to match 
departmental needs. 

 – Functional and non-functional design workshops; 
 – The engagement of the senior stakeholders and 

representation from the key user communities; and 
 – The demonstration of the functionality available 

to raise awareness and to identify any additional 
requirements. 

£



4net’s powerful combination of service 
excellence and technical expertise makes us 
the partner of choice for organisations who want 
to transform the way they communicate with 
customers, staff and stakeholders, reduce costs 
and gain competitive advantage.

Our contact centre, unified communications, 
managed services and telephony solutions are 
designed to address today’s complex business 
challenges, helping you to respond to your 
customer and staff requirements.

From simple IP Telephony Solutions to Virtual 
Contact Centres, from Unified Communications 
to Cloud Services, we partner with best in 
class vendors such as Avaya, Microsoft and 
Enghouse, to deliver a solutions portfolio that will 
address today’s changing workplace and build 
tomorrow’s future, making 4net the preferred 
communications partner for many businesses 
across the globe.

4net Technologies Ltd, 3 Scholar Green Road, Cobra Court, Manchester M32 0TR 

0161 864 5130 | www.4net-technologies.com


