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UK Emergency Service Replaces Fax Machines with
Open Text Fax Appliance

Kent Fire and Rescue Service cuts phone costs and saves time with desktop faxing via email

“Fax Appliance seemed
easy to integrate, had good
feedback from existing
customers, and was more
cost effective than other
products we explored in
the marketplace”

- Jim Reynolds,

Information Systems Communications Manager,
Kent Fire and Rescue Service
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Kent Fire and Rescue Service (KFRS) delivers fire and
rescue services to more than 1.6 million people in Kent and
Medway in the UK. It operates a fleet of more than 150
fire appliances from 66 fire stations and four fire safety
offices. KFRS territory includes more than 400 km
(130 miles) of roads and 225 km (139 miles) of
“ coastline, inland waterways and the busiest

sea channel in the world.
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The Challenge

The KFRS mission to save lives and reduce risk often
requires navigation of burning buildings and choppy waters;
however, behind the caution tape, the emergency service

must handle administrative tasks like any other organization.

For instance, “We're an equipment user like anyone else,”
said Jim Reynolds, information systems communications
manager for KFRS. “We have to buy items and send details
back and forth with suppliers.”

For some suppliers, fax is the preferred communication
method. As a result, the finance department is the
emergency service’s heaviest fax user, transmitting invoices
and payment details. “One of the finance department
employees was spending an hour each day standing next
to a fax machine, which is completely counterproductive,”
Reynolds said.

Other departments and administrative functions spread
across KFRS locations also need faxing ability, including
engineers who rely on fax to exchange drawings and
diagrams with manufacturers. While faxing is a critical
communications method for certain groups, overall fax
volume is relatively low. “Each office had a machine or two
sitting in the corner getting dusty,” Reynolds said. A variety
of machines meant managing an assortment of supplies

in toner cartridges, paper and more. “We had the cost of
machinery, telephone lines, electricity—all multiplied by 30

machines,” Reynolds noted. “It was a sizeable sum for low
requirements... we were keen to reduce costs and electrical
demand. So, looking for a new faxing solution was a
combination of all these factors.”

The Solution

KFRS worked with AMS, a UK-based solutions provider,
to replace fax machines with Open Text Fax Appliance
enterprise network faxing across all emergency service
locations. “Fax Appliance seemed easy to integrate,
had good feedback from existing customers, and was
more cost effective than other products we explored

in the marketplace,” Reynolds said. He described AMS
as proactive and “only a help desk or email away” for
assistance.

In its fax solution investigation, KFRS set effective
integration as its top priority. “From our perspective,
anything that is remotely managed or a centralised

service available ‘off-the-shelf’ is far easier for us to
deliver,” Reynolds noted. “So, having a single environment
including integration with Microsoft Exchange was a better
solution.” Just prior to its fax transition, KFRS also replaced
a variety of devices with multi-function, high volume color
printers from Dell. KFRS efforts to combine and

centralise everyday services served as

the mechanism to streamline
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