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Overview

“Thinking back to 2014 when we 

first started with AdEPT, it feels like 

a long time ago,” says John. “But 

I do remember that the working 

relationship has always been really 

good from day one. “

John explains that at the time, the 

hospital had an older telephone 

system but wanted to bring it in line 

with its sister organisation, which was 

already using internet protocol (IP) 

telephony.

He adds: “We have two small 

contact centres and were looking 

for something that met our 

requirements, including our budgetary 

considerations. That meant we 

didn’t want the cheapest or the 

most expensive system—we wanted 

something that was good value for 

money.

“Our contact centres operate in two 

ways. We have one to handle patients’ 

self-payments, and the other is for 

more administrative functions—

including arranging appointments, 

Founded in 1907, Benenden Hospital 

started its life treating postal workers 

suffering from tuberculosis, which was 

then spread through the handling of 

mail. But as infection control improved 

and the prevalence of tuberculosis 

declined, the hospital broadened its 

role, extending its membership to the 

entire civil service.

Today, the hospital works alongside 

its sister organisation, Benenden 

Healthcare—a not-for-profit society, 

which provides private medical care 

for individuals and employers. And in 

the wake of the pandemic, the Hospital 

continues to support the NHS with 

facilities and staff.

With an Outstanding CQC rating, the 

hospital has worked closely with AdEPT 

since 2014. And it is the Head of IT, 

John Giles who ensures its technology 

continues to support and contribute 

to that Outstanding rating. Their work 

means staff and patients alike can 

do everything from sharing critical 

information to staying in touch with 

loved ones.

answering questions and customer 

service. And the system we were 

looking for had to be able to grow and 

adapt.”

Beyond the technology, the hospital 

was also looking to partner with a 

supplier in the truest sense.

“We’re all humans, and mistakes 

do happen,” explains John. “So in a 

partner, you want to work with people 

who are honest and transparent. 

When something goes wrong, some 

suppliers can become defensive. That 

doesn’t make for a good long-term 

relationship.”

“The working 
relationship has 
always been really 
good from day 
one”

Situation
An independent, 
not-for-profit hospital 
keeps its telecoms 
fighting fit with a little 
help from AdEPT.



Although AdEPT’s work with 

Benenden Hospital continues to 

this day, it was the 2014 telephony 

project that started the ball rolling, 

with two organisations developing a 

plan tailored to the Hospital’s needs 

and concluding that the Avaya Aura 

telephone system was most suitable.

“We wanted to deploy something that 

would stand the test of time for our 

500 users,” says John. “And we got 

it – I’d say 90 per cent of the phones 

and lines we bought back then, seven 

years ago, are still in use today. So 

that’s what we mean about good value 

for money.”

Where it was possible, AdEPT made 

a point of retaining existing hardware 

rather than trying to sell unnecessary 

and expensive upgrades. Doing this—

and setting up an IP telephone system 

that would last a long time—not only 

respected the hospital’s budget but 

was beneficial during the pandemic, 

too.

John explained: “We have a broad 

mix of users. We have consultants, 

clinicians and administrative staff, as 

well as temporary bank staff.

“Being a hospital, we don’t have many 

employees who have the option to 

work from home. But for those who 

could, the Avaya system meant they 

could take their numbers with them 

with minimal disruption to their work.

“Also, we were already using Microsoft 

Teams before the pandemic, so that 

was a massive help. We didn’t have 

to start from scratch and were very 

fortunate in that respect.”

Another benefit of the Avaya system 

is its flexibility for organisations with 

multiple sites, such as hospitals. 

For example, staff can log into the 

Solution

phone system with their own direct 

dial number, clearly indicating their 

availability, which is crucial in a 

hospital setting. And features such 

as Aura’s softphone are similarly 

beneficial, allowing staff to make calls 

through their computer, so their hands 

are free for tasks like looking through 

notes.

Of course, the hardware is only one 

part of the equation.

“What you want in a partnership is 

give and take,” says John. “And you 

look for familiarity and continuity, too. 

That’s what we get with AdEPT—the 

same engineers for the same work.

“As part of our managed service with 

AdEPT, we speak to them two or three 

times a week—for issues concerning 

the network or the lines, or changing 

calling patterns, or help with handling 

extra phone calls, which we have seen 

during the pandemic.
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Get in touch

For more information on any of our services or to talk about how we may be able to help you, 

please get in touch with us using the details below. 

“In this kind of work, the familiarity 

really helps. With AdEPT, they know 

the system, and it makes going 

through issues much easier.”

Aside from the more informal contact, 

John has regular meetings with 

AdEPT, including monthly and annual 

sessions.

“The fact I have very little to report in 

these meetings is a good sign,” says 

John.

As with the entire healthcare sector 

looking ahead to the post-pandemic 

world, Benenden Hospital will 

continue to be significantly affected 

by the changes and the challenges 

resulting from the crisis. But, as an 

organisation that initially set out to 

help communication workers, it is 

obvious the hospital continues to 

focus on the value and importance of 

good communications, albeit in the 

modern-day, digital sense. 

At the heart of this, it isn’t really 

about the technology. It’s about 

helping people do their critical work 

in the best way they can, and helping 

patients feel confident and reassured 

in their experience of Benenden 

Hospital, particularly as health matters 

are often worrying and intimidating. 

We at AdEPT are proud to play our 

part in this important mission.

To find out more about benenden health, 

visit 

benendenhospital.org.uk

AdEPT supports Benenden 
Hospital in the following areas. 
If you have any questions, get 
in touch through the details 
below.

• Managed service: 
Proactive Alert Monitoring 
and Response

• AVAYA Aura Hardware & 
Licensing

• Private Patient Contact 
Centre

• SIP Trunk Services

• Upgrades via Avaya SA/
UA contract


