
 Service Benefits 

• All mobile operators are 
connected - reach everyone on 
your database, no matter who 
their service provider may be 

• Blend short messaging with voice 
services, opening multiple 
channels of communication 

• Mobile Terminated and Mobile 
Originated billing options - run 
self-funding campaigns, or 
compliant premium rate services 7
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Welcome to the Autumn 2009 
edition of RedNews – a 
selection of Redwood’s top 
news stories from the last 
quarter and a look at some of 
the products being showcased 
at ITU Telecom World in Geneva. 

The global economic climate 
has served to further endorse 
Redwood’s core strategic 
positioning. The company’s 
mantra of enabling clients to 
deliver better customer service 
whilst reducing costs has 
translated into numerous new 
major accounts switching their 
communications offering over to 
Redwood’s latest cutting-edge 
solutions. 

For further information on any 
of the news articles, or for 
details of Redwood’s Value 
Added Services product 
portfolio, please register on 
Redwood’s RedExecTM Partner 
Programme via the website or 
contact Joanne Williams on:  
+[44] (0) 1 344 304 344 or 
jmw@redwoodtech.com. 

Content Guru and Cable&Wireless showcase the 
power of partnership 

STORM®  UK, the converged mass interactive platform 
owned by Content Guru and Cable&Wireless Worldwide, 
makes its international exhibition debut at IT Telecom 
World this year. STORM is Europe’s largest integrated 
multimedia communications platform, and is fully 
integrated into the Cable&Wireless next-generation 
network, representing a bold and innovative partnership 
between a leading FTSE 100 company and a new type of 
technological entrepreneur. 

STORM gives organisations the ability to apply advanced 
technologies to the challenges of winning and retaining 
customers, improving service and reducing costs. After a 
two-year UK pilot programme, customers already using 
the platform include blue-chip organisations in the 
utilities, financial, transport and public sectors. 

Nigel Stevens, Director of Product Management, 
Cable&Wireless Worldwide, explains “Customers’ 
communication infrastructure is now a critical source of 
differentiation and competitive advantage. STORM was 
developed to give our customers the tools to provide 
market-leading service and the platform provides our 
customers with multi-channel options for interaction with 
their customers. 

“Personalised and differentiated communication can 
improve service and build loyalty to develop a stronger 
relationship long-term and so we’re delighted to be able 
to offer this service to our customers.” 

STORM® breaks over Geneva

STORM’s continuously evolving portfolio of services 
includes Mobile Internet; video-to-mobile; text (SMS) and 
multimedia (MMS) messaging; mass inbound and 
outbound services (such as interactive TV services); IP-
based contact centre services and IP Centrex; Voice-over-
IP and SMS/MMS/email integration. It is the convergence 
of these diverse technologies onto a single, mass-scale 
platform that makes STORM a compelling proposition. 

Content Guru was established in 2005 to offer bespoke 
interactive and communications services through the 
Software-as-a-Service (SaaS) model. This outsourced 
approach allows customers to adopt new technologies 
quickly, without committing to substantial capital 
expenditure. 

Says Sean Taylor, Director at Content Guru: “For a global 
organisation like Cable&Wireless, it takes time to identify 
and build disruptive technologies like STORM. But we 
have made it very easy for them, because it is the sole 
focus of our operation.  

“Partnerships like this offer tremendous value to 
customers, because they get scale and reliability, with 
the added benefit of having access to fast, high quality, 
bespoke development skills.” 

  
 

Unified Communications and SaaS hosting are the key 
themes of the Redwood exhibit at ITU Telecom World 
in Geneva. They are solutions for organisations 
looking beyond the credit crunch to the new 
globalised economy. 

 “We are seeing signs of a leaner, more specialised 
approach to infrastructure services,” says Martin 
Taylor, Sales and Marketing Director for Redwood. 
“Organisations are using technology to reduce their 
cost bases, while still looking to improve customer 
services and reduce churn. Hosting and unification are 
the buzzwords, but there are sound business 
principles behind the buzz.” 

Redwood solutions, currently installed in 
hundreds of locations in over 50 countries, bring 
together a suite of advanced services to deliver a 
true Unified Communications solution. Says 
Martin Taylor: “Unified Communications gives 
organisations much greater agility and allows
 

them to take full advantage of today’s mobile working 
technologies.” 

In addition to systems, a Software-as-a-Service 
(SaaS) hosting model is featured on the Redwood 
stand in the form of STORM® , Europe’s largest mass 
interactive platform. SaaS allows Redwood customers 
to deploy advanced technologies very quickly, 
without committing to substantial capital outlay and 
long-term management maintenance overheads. 

Full details and demonstrations of the latest 
developments from Redwood can be found on the 
Redwood stand, 5041.08, in the UK Pavilion. 

Redwood in Geneva - showcase for post-crunch strategies 
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Technology Focus - Unified Communications with RedLink®

In an age where communication is said to be easier 
than ever before, it has actually become a 
complicated business. What is the best way to stay 
in touch with someone these days? Are you more 
likely to get a response to an email, or is it better to 
send a text message? And if you phone, should it be 
the landline or the mobile first? Or is it better to 
Twitter? 

Inevitably, technology has brought its own elegant 
solution to the conundrums it has created. The 
concept of Unified Communications has become 
one of the central ideas of the new collaboration 
and communication strategies being adopted by 
organisations of every size. 

Single point of contact 

Simply, Unified Communications is the name given 
to a solution that brings together the diverse 
channels used by today’s highly mobile workers, 
giving them a single point of contact with the rest of 
the world. RedLink®  from Redwood Technologies 
provides a true Unified Communications solution 
that can be delivered through a fully hosted, 
Software-as-a-Service (SaaS) model. 

From a single device, users can call a single number 
and collect all their messages, no matter how they 
were sent. Redwood's IVR solution provides voice-
driven management and navigation of the system. 
Voicemail works in the usual way, but emails and 
faxes can be read aloud by Redwood’s text-to-
speech system. They can even be sent as faxes to 
the nearest suitable machine. Users can record 
voice responses to any message, or wait until it can 
be downloaded for a written reply. 

Close control

RedLink is a presence-based communication tool 
that supports the full suite of Unified 
Communication services, encompassing fixed and 
mobile communications networks.  

As well as real-time access to voicemail, fax, and 
email, it incorporates a management system for 
personal calendars, contact lists and databases, all 
accessible through a single interface. RedLink 
allows users to manage when and how they can be 
contacted, and even to designate who is permitted 
to contact them. 

Integrated solution

RedLink forms part of the Redwood RTSinfonia®  
architecture, an award-winning design that links 
hardware and software core modules into a 
range of communications products. The modular 
architecture of RTSinfonia gives great flexibility, 
based on a foundation of proven technologies.  

Many other Redwood services can be directly 
integrated with the RedLink solution, including 
the RedRouter™  prepaid billing system, allowing 
outbound RedLink calls to be tariffed, and the 
RedMatrix®  large-scale multi-party conferencing 
package. RedLink also offers easy integration 
with third party components, such as Microsoft 
products. 

RedLink can be used to introduce Unified 
Communications capabilities to an existing 
Redwood installation, or adopted as a hosted 
solution running on the Content Guru STORM®  
platform. This Software-as-a-Service option gives 
organisations the opportunity to gain the full 
operational benefits of Unified Communications, 
without the need for capital outlay and ongoing 
management costs. In a crunched economy, it 
offers a rapid route to improved business agility 
and enhanced competitive advantage. 

RedLink offers a complete unified communications 
solution, incorporating: 

• Instant messaging 

• Presence-based call diversion 

• Web-based voice, fax and email 
management 

• Message management over the 
telephone, utilising text-to-speech (TTS) 
technology 

• Email reply over the telephone, with voice 
messages sent as .wav attachments 

• Message filtering, allowing control of the 
types of messages presented on the 
telephone 

• Message notification via SMS, email, 
fixed line dial tone, visual message-
waiting indicator, or paging 

• Address book and contact list 
management, including support for 
integration with Microsoft products 

• Presence-based conferencing, utilising 
contact list and availability status 

• Prepaid or post-paid service billing 

Figure 3: Typical RedLink topology 

Figure 1: Personal Portal screenshot – My 
Divert Rules 

Figure 2: Personal Portal screenshot – Number 
management 



solution. 
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STORM® - the fast track to competitive added value
Lower costs

High costs are involved when an engineer calls to 
find no-one home, or a patient misses an 
appointment. A simple text message, timed to 
arrive at the most appropriate moment, can help 
to ensure that more people keep their 
appointments, saving time and money and 
ensuring a better customer experience. 

ACT and LOSS are two parts of a growing portfolio 
of services developed for the STORM platform that 
address specific industry problems. They reflect 
the versatility and sheer capacity of the STORM 
concept, and the value that it can create for 
service providers and their customers. Many of 
these services are bespoke applications, 
developed to order for Content Guru customers in 
response to specific opportunities. 

Loyal customers

In every territory, telecoms service providers and 
network operators are battling for market share 
and looking for fresh ways of differentiating their 
service propositions. Customer churn is the key 
issue and value-added services have a crucial 
part to play in keeping customers loyal. 

At the same time, end-user organisations are 
trying to find ways of improving their service to 
customers and building loyal customer 
relationships. They are adopting new 
communications technologies to drive down 
costs and improve efficiencies, and they are 
turning to their service providers to deliver the 
solutions they need. 

Software-as-a-Service 

Content Guru’s Software-as-a-Service (SaaS) 
hosted services model allows these 
organisations to introduce the advanced 
technologies running on STORM with little or no 
capital outlay. The rapid application 
development made possible by STORM’s open 
architecture also means that bespoke services 
can be created and deployed to order, 
sometimes within hours. 

It is approaching midnight as an elderly widow 
prepares to go to bed. Suddenly, the lights go 
out. Even the LED clock on her cooker is gone. 
For a moment, she is very frightened. Then she 
realises that the road outside is dark too. Clearly, 
there has been a power cut. 

She wonders what to do; perhaps she should call 
the electricity company. As she reaches for a 
torch, her mobile phone buzzes on the table top 
and the screen lights her way. It is an SMS 
message from the electricity company: 

“We are very sorry that there has been an 
interruption to your electricity supply. We know 
about the problem and our engineers are 
working quickly to solve it. We will keep you 
informed of progress with this work. Thank you 
for your patience.” 

This is just one example of a scenario in which 
STORM®  can add real value to the services you 
provide to customers. In this instance, our widow 
is reassured to know that the problem is being 
addressed and she sees no need to call her 
provider. 

Fewer spikes 

STORM’s LOSS™  service can be used to inform 
thousands of customers almost instantly when a 
service outage occurs, dramatically reducing the 
number of calls to contact centres and 
smoothing out dangerous spikes in demand. It 
can also generate follow-up messages, advising 
customers of the estimated time before service 
can be restored. 

This type of proactive communication is simple, 
yet highly effective, and it translates across many 
industry sectors. For example, the STORM ACT™  
system is used by utilities, public sector 
agencies, healthcare organisations and other 
service providers as a reminder service to reduce 
missed appointments and no-shows. 

STORM is one of the principal features of 
the Redwood exhibit at ITU Telecom World 
2009. See STORM in action in Geneva in Hall 
5, on Stand 5041.08 (UK Pavilion). 

 

The STORM-based hosted services currently 
available include: 

• STORM SURE™  - faster, automated 
identification and verification of 
customers calling in or using online 
services. More transactions, lower 
costs, improved efficiency and happier 
customers. 

• STORM SHIELD™  - sophisticated, 
intuitive IVR to protect contact centres 
at times of peak traffic, while 
providing a more friendly customer 
experience. Lower costs, greater 
efficiency, improved customer service. 

• STORM LOCK™  - secure, automated 
card payment system - no need for 
customers to give card details to 
agents, no need to store card details. 
Improved cash flows, stronger 
compliance, better customer service. 

• STORM DROP™  - a complete hosted 
disaster recovery and service 
continuity system, allowing seamless 
failover for non-geographic numbers. 
No loss of service, fewer unhappy 
customers. 

• STORM PEW™  - mobile early warning 
of planned works for utilities and 
public sector organisations. SMS 
messaging is used to notify or remind 
customers of forthcoming work, and 
to alert them of emergencies. 
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The Redwood Team – An Interview with Chris 
Newte, Project Manager 

Redwood hits the target for the Red Cross

 

What is your role at Redwood?

As a project manager, I am responsible for 
designing and delivering the roll-out of some of 
the bespoke products and services we develop for 
our clients. This may include the development of 
a new service, or supervising the deployment of a 
suite of existing services into a new installation. It 
means working across all areas of the business, 
and getting closely involved with the customer’s 
organisation as well. 

What are you working on at the moment? 

Currently, I’m working on the deployment of our 
RedCentrex product for Cable&Wireless in the UK 
and in India. It’s been one of the most exciting 
areas of development for us, as more and more 
Cable&Wireless customers migrate to converged 
voice and data networks. I’m involved in the 
commercial issues of marketing, licensing and 
billing, and with the technical challenges of 
product integration and backhauling Voice-over-
IP traffic from India. 

What aspects of your job do you find most 
rewarding? 

The multidisciplinary elements really keep you on 

your toes. You are given a great deal of 
autonomy at Redwood and you have to learn 
fast. Although there are strong technical and 
engineering dimensions to everything we do, we 
are all very customer-focused and commercially-
minded. The kind of freedom we enjoy here can 
be challenging, but it also means you have a 
great deal of control over a project, from first 
principles, right through to the roll-out. My 
background in event planning and film and TV 
production has been useful in that respect; you 
learn quickly not to take anything for granted. 

What does the future hold for you and 
Redwood? 

If I could answer that, the job would not be so 
interesting! While there are clear trends in the 
way technology is being used - such as the 
migration to IP Centrex that I’m working on at the 
moment - the speed of change we experience 
now is so great that it is impossible to tell what 
might be happening next year. But that’s the 
opportunity too; we need to make sure that we 
remain innovative and competitive, and that we 
continue to lead the evolution, rather than 
following on behind. 

“We were pleased to make a small contribution to 
support the activities of its workers around the 
world.” 

The event was held in September, at the Royal 
Berkshire School of Shooting in Pangbourne. After 
the shoot, the teams gathered for lunch and a 
charity auction. 

“Both teams, Redwood and Content Guru, entered 
fully into the spirit of the day,” says Sean Taylor. 
“It was about enjoying the event and raising 
money, rather than competition. 

“However, I would like to point out that my team, 
Redwood, collected a prize for coming in 
twelfth...” 

 

To make a donation to the Red Cross, please go to 
www.redcross.org.uk. 

Chris joined Redwood in June 2003, after 
graduating with a Masters in Electronic 
Systems Engineering from York University. 
During his studies, his interest in film, TV, 
and theatre led him into a variety of 
technical and production roles, including 
event planning and promotion for the 
Students’ Union, and maintenance and 
support for a London-based post-
production studio, where he helped to 
build a new editing suite. 

The sound of gunfire is often to be heard 
where the flag of the British Red Cross is 
flying. For once, however, the blasts of the 
barrels and the whiff of cordite were 
welcomed, as teams from Redwood and 
Content Guru took part in a fund-raising clay 
pigeon shoot for the Thames Valley branch of 
the internationally-recognised aid 
organisation. 

Redwood and Content Guru clients were 
teamed with the companies’ own 
sharpshooters, with directors Sean and 
Martin Taylor as hosts. 

Says Sean Taylor: “This was the fourth time 
we had supported this annual event. 
Unfortunately, the Red Cross is still regularly 
in the news as one of the front-line relief 
organisations in the world’s trouble spots 
and disaster areas. 
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Redwood hits the target for the Red Cross

The Redwood and Content Guru teams
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