
Comprehensive IP solution from Alcatel-Lucent enables better citizen service, shortens average 
call duration and lowers total telephony invoice

The inefficient, aging telecommunications network used by the administrative 
offices of the Spanish city of Martorell was proving to be time-consuming to use 
and costly to run. City administrators turned to Alcatel-Lucent for an IP solution 
that solved efficiency and cost issues while enabling better customer service for 
city residents. 
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serving the community

The administrative offices, or Town Hall, of the city of Martorell, 
located about 32 kilometers (20 miles) outside of Barcelona, 
serve a population of about 26,000 residents. Because most of 
the Town Hall’s funding comes directly from the community, 
it’s important that all capital initiatives address two key objectives: 
increasing efficiency and streamlining costs. 

The Town Hall administration coordinates 54 separate buildings 
that are dispersed all over the city, which made communication 
between the various departments and 400 employees very 
difficult. Francesc Benaiges is the city’s Councilor for 
Economy, responsible for community services including 
telecommunications and transport. He directed the search for 
a solution that would support a high volume of phone calls, 
more cost-effectively, while ensuring top-quality service. With the 
installation of a standard IP communication solution from 
Alcatel-Lucent, Martorell’s Town Hall is now able to grow along 
with its communities and provide a modern, efficient service.

a need for centralization

The existing telecommunications network in place at the Town 
Hall of Martorell was outdated and deficient, making workflow 
between departments slow and time-consuming. All phone calls 
were routed through analog switchboards, one for each building. 
To reach a department, calls were transferred from building to 
building, then through to the pertinent department, significantly 
slowing the work of city employees and frustrating residents 
contacting the city offices. Another key issue was the cost of 
making calls between departments, since all calls routed outside 
the main building were charged at local rates.

According to Francesc Benaiges, the flow of information was 
also restricted. “A good administration can’t be managed without 
a proper data flow. It wasn’t comprehensible that the separate 
delegations didn’t have centralized data,” he says.

Additionally, because Martorell is a rural city, covering a large 
area in a mountainous region and crossed by a number of rivers, 
geographical obstacles and the city’s technological shortcomings 
caused other problems. The copper wiring that was in place was 
insufficient to connect between buildings that were far apart. 
Also, the fact that there were so many employees and departments 
involved meant there were a lot of different telephone numbers 
to manage, in some cases organized ineffectively and in a way that 
was confusing for residents calling the city.

The solution for Martorell’s Town Hall was to take a modern, 
coherent approach and to integrate voice communications and 
data transmission. The city government decided to install a 
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challenges

 unify diverse networks

 reduce global costs

 offer a modern service to city residents 

solution

 alcatel-lucent omniPCX Enterprise  

communication server

 Second alcatel-lucent omniPCX Enterprise  

backup server

 ip phone network with alcatel-lucent omnivista 4760 

network Management for enterprise,  

management software

 7 remote Media Gateway Servers 

Benefits

 Cost reduction on all internal and external calls 

 Greater agility in call management

 improved accessibility for citizens

 More-informed perspective on call operations 
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solution that would unify the system by using optic fiber and 
wireless WiMAX systems. With the implementation of the 
Alcatel-Lucent OmniPCX Enterprise platform, this was achieved. 
This decision helped to reduce call costs and streamline the 
phone numbers of the administration, so that each department 
is now just a single extension number away, without need for 
operators.

This represents a major benefit for city residents, who can now be 
served quickly and effectively by connecting directly to the desired 
department without going through all the different departments 
and switchboards.

a modern solution

Providing the best service to the community at the lowest possible 
cost is the Town Hall’s main objective. Incorporating the latest 
technologies is the best way to achieve this goal. The Alcatel-
Lucent contact center solution enables the coordination of a 
high volume of calls by fewer employees, while ensuring that 
citizens are attended efficiently at all times. Another important 
consideration is the need for transparency in the administration, 
which is supported by software that regulates incoming and 
outgoing calls securely and confidentially. 

Other obstacles that had to be overcome were the state of the 
deficient copper land lines and the insufficient bandwidth. 
Alcatel-Lucent sanitized the connections by installing optic fiber 
and wireless WiMAX for more remote connections.

a secure investment for the citizens

The Alcatel-Lucent OmniPCX Enterprise solution combines 
the latest technology, versatility and flexibility at a very low 
cost, providing a future-proof solution with a rapid return on 
investment.

By offering ample bandwidth and effective wireless connections, 
the Town Hall of Martorell has given local citizens the 
opportunity to be more involved in their community. At the same 
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time, it has made Martorell an attractive location for companies 
and new residents. 

The Alcatel-Lucent OmniPCX Enterprise platform installed in 
the Town Hall’s administrative offices is composed of a Media 
Gateway main server in the official building, which links 90 users, 
30 of which are VoIP phone lines. A second Media Gateway 
co-server serves as backup in the Police building. Seven Remote 
Alcatel-Lucent IP Media Gateways run from the main server, 
which permits up to 250 licensed users. 

The Alcatel-Lucent OmniPCX Enterprise solution has a central 
voice-messaging service, Alcatel-Lucent OmniVista for centralized 
management and cost control, and an automatic operator service, 
all helping to ensure high levels of customer service. The entire 
installation process was managed by Alcatel-Lucent’s Business 
Partner, CTEL. 

centralization and unification

The town of Martorell had great difficulty unifying the 54 
departments of its Town Hall because of the distances between 
the buildings and the geographical obstacles involved. Trying to 
coordinate the 400 workers and their departments with deficient 
local land lines was complicated and expensive. With Alcatel-
Lucent’s VoIP technology — the Alcatel-Lucent OmniPCX 
Enterprise solution — the network was centralized, simplifying 
network management and reducing call costs by almost 30%. 

The installation process was quick and professional, thanks to 
Alcatel-Lucent Business Partner CTEL’s efficient planning, and 
took just six months to complete. The main technical difficulty was 
to obtain sufficient bandwidth for the Alcatel-Lucent OmniPCX 
Enterprise solution, as Martorell, like many rural communities, 
did not have adequate network coverage. Thanks to modern 
optic fiber and the wireless WiMAX technology, a secure 
and professional network was achieved. This also enabled the 
connection to remote department offices, eliminating the 
geographical complications of a copper land line installation.

From an operational point of view, the main feature of the 
Alcatel-Lucent solution is the improved connectivity between the 
different branches of the Town Hall. The multitude of different 
numbers for each delegation has been streamlined and reduced to 
a range of consecutive numbers. Now each department is a single 
extension number away, all connected through the same network, 
with the added value that they’re now very easy to remember. 

Another feature is the automatic operator’s greeting message 
service, local radio station connection for waiting time and the 
option to send callers directly to the desired extension. There are 
90 different available lines that greatly reduce caller hold times. 

“It’s important that administrations and 
business partners collaborate to bring 
communities the technological evolution 
that they deserve. Alcatel-Lucent provides 
the ideal solutions for this kind of 
infrastructure modernization.” 

Francesc Benaiges, Councilor for Economy, Town Hall of 
Martorell, Spain, responsible for telecommunications
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Benefits of the system are greater agility for the administration, 
with faster response times, direct connection with pertinent 
departments and, consequently, better service for residents. 
The external response to the new call management system has 
been extremely positive, with a significant rise in callers.

The administration now has a more-informed perspective on 
call operations thanks to the Alcatel-Lucent Omnivista 4760 
Network Management for Enterprise software, which enables 
better control of calls and costs. Information on the most 
frequently made calls, call duration, costs and accumulated bills 
to the exact date is available to the administration. This software 
also enables the Town Hall to verify the average time it takes city 
employees to serve citizens and therefore to continue to improve 
service levels. 

According to Francesc Benaiges, the quality and proficiency of 
the Alcatel-Lucent OmniPCX Enterprise communication server 
is remarkable. So far the internal and external communications 
have improved and response time has diminished. System 
management has been streamlined and centralized, and global 
costs have been reduced.
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Business Partner’s role 

In-depth experience in communication technology makes 
CTEL a perfect Business Partner for clients looking 
for comprehensive communication solutions that meet 
their business needs. CTEL specializes in enterprise 
telecommunications and manages the complete installation 
process, including initial consulting, project design and 
coordination of all stages of installation, working closely 
with the customer at all times. CTEL collaborated with the 
Town Hall of Martorell to improve its telecommunications 
infrastructure and the quality of service provided to residents. 
A customized solution developed by CTEL, featuring Alcatel-
Lucent technology, delivered new cost-efficiencies and better 
cost-control for Martorell’s Town Hall. Thanks to extensive 
planning, CTEL ensured a rapid and professional installation 
process, and CTEL is currently developing future projects with 
the Town Hall of Martorell.

Business Partner info 

CTEL was created in 1977 as a telecommunication company, 
specializing in enterprise telecommunications. The company 
is made up of 22 professionals that take on every project with 
a guarantee of proficiency and responsibility. CTEL has been 
an official Alcatel-Lucent business partner for 14 years. 

“Alcatel-Lucent’s main benefits are the versatility 
and flexibility of its products, that enable 
integration with any new solutions that appear 
on the market.”

Rosa Nelida, commercial consultant for CTEL,  
Barcelona, Spain

a Better service for the future

The Town Hall of Martorell has invested in a high-tech solution 
that will evolve and grow along with its community. For Francesc 
Benaiges and his team, the next steps will include the integration 
of the new system with the city’s existing website, creating a secure 
unified network of information for citizens. There are also plans to 
create a range of citizen help lines and information numbers that 
will give specific information on city services, such as transport 
and welfare. Another option that’s being explored is to offer 
dedicated services to citizens with special needs, who may have 
economic and/or connection difficulties, ensuring that the whole 
community has access to high-quality communication services.

For the city of Martorell, the flexibility and versatility of Alcatel-
Lucent’s products is key. The Alcatel-Lucent OmniPCX Enterprise 
solution is future-proof and can integrate with any new standards 
and systems that may appear on the market. By partnering with 
Alcatel-Lucent, the administrative offices of the city of Martorell 
have implemented a future-proof, secure, professional and modern 
telecommunications network that won’t become outdated, and 
that can easily integrate new technologies in the future.


