The Bottom Line

Lowering TCO requires simplicity. Your IP telephony system should be as easy for employees to use as
possible, requiring fewer interventions by and support calls to the I'T department. Initial training can be
expected, of course, but beyond an initial training session, users should be able to easily master fea-
tures on their own with very little effort. It should also be easy to manage and help you make the most
of your organizational resources. When voice platforms have been built from the ground up, this is
generally what you get—a seamless system that is reliable, easy for users to learn and navigate on their
own, and easy to manage.

Determining the right architecture (centralized or distributed) comes down to your organizational
needs, resources, and business requirements. Distributed systems are a fit for organizations that have a
lot of branch and remote offices and companies that grow rapidly and need to scale easily. The central-
ized architecture is geared to large enterprises supporting tens of thousands of users with large IT staff
centrally located to support the system.

The next (and final) chapter will highlight some IP telephony implementations as they’ve been covered

in the press. Chances are, you'll find an example that closely resembles your own situation so you can
make comparisons and learn from peers who have already implemented IP telephony.
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This chapter highlights proof points of successful IP telephony
implementations as covered in the trade press. These case studies

focus on different size organizations within different vertical markets.

Proof Points

Chapter 11

Education and Non-Profit: Tiger Woods Foundation & Tiger Woods Learning Center 1
Financial: Community Bank & Trust
Government: City of Sioux Falls, South Dakota
Healthcare: Visiting Nurse Association of Boston
Professional Services: National Travel Systems

Retail: AND 1

o N g b~N

i



The bottom line is that IP telephony can help your organization gain a competitive advantage, boost
employee productivity, and enhance customer service. The real proof of these IP telephony benefits lies
in the budget, resource and time savings, as well as the actual end user experience.

This chapter will highlight successful IP telephony implementations as covered in the trade press. The
case studies will highlight different size organizations as well as companies within different vertical
markets. Chances are you'll find an organization similar to yours.

e Education and Non-profit: Tiger Woods Foundation & Tiger Woods Learning Center
e Financial: Community Bank & Trust

e Government: City of Sioux Falls, South Dakota

e Healthcare: Visiting Nurse Association of Boston

e Professional Services: National Travel Systems

e Retail: AND 1

Education and Non-Profit: Tiger Woods Foundation & Tiger Woods
Learning Center

The Tiger Woods Foundation (TWF') was moving to a new building and needed to replace an outdated
PBX-based telephone system in order to improve internal and external communications and enhance
employee productivity. A year earlier, the Foundation had installed a ShoreTel IP telephony system in
its new Tiger Woods Learning Center (TWLC), so the choice became clear: ShoreTel was chosen for the
Foundation and both organizations are enjoying tremendous benefits.

e The TWF and TWLC use ShoreTel’s ShoreWare Auto-Attendant, which provides 24-hour automated
call answering and routing to improve service and enhance the organization’s image for inbound
callers.

¢ The new system allows employees and volunteers to work from anywhere and still remain in touch
via ShoreTel’s Personal Call Manager capabilities, including the Find Me feature.

e ShoreTel’s ShoreWare Director, a browser-based management interface, allows IT staff to easily
manage every site from anywhere on the network, including moves, adds, and changes (MACs), as
well as voice mail, automated attendant and desktop applications.

In 2005, the Tiger Woods Foundation was moving to a new building and needed to replace an outdated
PBX-based telephone system in order to improve internal and external communications and enjoy
productivity boosting benefits. A year earlier, the Foundation had installed a ShoreTel IP telephony
system in its new Tiger Woods Learning Center, so the choice became clear. ShoreTel was chosen and
the Foundation had an IP telephony system similar to the Learning Center.

According to Internet Telephony, not only do non-profits “have requirements similar to other busi-
nesses, but they also must contend with very small budgets and cannot afford to waste time or money
on less than optimal solutions.”



“ShoreTel is one communications solutions provider that has made a name for itself providing easy to use
enterprise class solutions to the SMB market at an affordable price point — precisely what the Tiger Woods
Foundation (TWF) and Tiger Woods Learning Center (TWLC) were looking for when they chose ShoreTel
for their new telephony solution. With ShoreTel, TWF and TWC have the reliability and functionality to
effectively manage their communications and create a more efficient working environment.”

“The new system, according to TWLC’s executive director Kathy Bihr, is both flexible and easy to adminis-
ter, allowing the organization to focus on its work rather than system administration and training. The
endpoints, themselves, are easy to install and understand — intuitive is how Bihr described them — so that
new users are quickly and easily able to integrate the benefits of IP technology into their everyday lives,
including mobile staff.”

“In addition to field workers, on-site teachers also win, as they are able to move across campus, yet remain
close to their extensions using ShoreTel’s Extension Manager. Additional customization features further
enhance the communications capabilities of the organization, allowing them to spend less time worrying
about how to communicate and more time actually communicating, leading to less time communicating and
more time focused on the task at hand.”

Source: “Tiger Woods Foundation Looks to Break Payr with ShoreTel IP Telephony,” by Evik
Linask, Associate Editor, Internet Telephony, January 23, 2007

For the full story, visit hitp.//www.tmcenet.com/enews/e-newsletters/Internet-
Telephony/20070123/4679-tiger-woods-foundation-looks-break-par-with-shoretel. htm.

For the ShoreTel case study on Tiger Woods Foundation/Tiger Woods Learning Center and addi-
tional ShoreTel education case studies, visit hitp.//www.shoretel.com/solutions/industry/educa-
tion. himl.

Financial: Community Bank & Trust

Community Bank & Trust was growing rapidly and was faced with different telephone systems in each of
its 11 branches. The bank was unable to centralize communications and there was no consistency across
the organization, so an evaluation was conducted and the bank chose ShoreTel for its IP telephony solu-
tion. The following is a list of the many benefits Community Bank & Trust enjoys with its ShoreTel IP
telephony system.

e With ShoreTel, management is simplified and now handled in-house, eliminating the time and cost
associated with an outside service provider.

¢ With features like Workgroups, Hunt groups, and Find Me, a live person is always within reach of every
caller who needs one, improving customer service and satisfaction.

e Community Bank & Trust can bring on a new branch in just one day with ShoreTel.
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According to a FinanceTech article, “There are few things that frustrate customers more than compli-
cated phone systems. And following growth through acquisitions, Community Bank & Trust had differ-
ent phone systems -- none of which shared the same feature set -- for each of its branches. Instead of
transferring calls from one branch to another, employees had to tell customers to hang up and dial
another branch, notes Sheila Genske, IT trainer and telecom specialist for the Sheboygan, Wis.-based
bank.”

“Further, Community Bank & Trust ($515 million in assets) needed the assistance of its local telephone
providers to move extensions. ‘It would cost us $100 or more to move a couple of extensions within the
building,” Genske says.”

“So the bank began looking for a telephone system that provided sophisticated call-routing abilities and
was easy to manage internally. According to Genske, Community Bank & Trust initially focused on
[P-based offerings from 3Com, NEC and Nortel, but eventually selected Sunnyvale, Calif.-based ShoreTel’s
IP phone system. ShoreTel’s features hands down set the solution apart from the rest, Genske says, and
in February 2004 the bank signed with the vendor.”

The bank first implemented the system at its Appleton, Wisconsin location in March 2004. Genske
attended a training session onsite at ShoreTel in November 2005, and after that, she was able to imple-
ment the ShoreTel system in seven branches in less than three months.

“All the bank’s branches were migrated over to the ShoreTel system by January 2005. Genske notes that
each branch required its own voice switch, which helps route calls, at a cost of about $2,500 each.”

With the new ShoreTel system, according to the article, “calls can be transferred to and from any
branch, and tolls for interoffice, intrastate calls are avoided. Call-logging and reporting capabilities
generate detailed reports that provide a good picture of call volumes on the main switchboard and
among the various departments.”

A feature that stands out in Genske’s mind, she says, “is the after-hours emergency mailbox, which
sends a message to a designated representative’s mobile phone. This is critical in the case of lost or
stolen debit or credit cards, Genske points out.”

Source: “Making the Call: Choosing a New Telephone System,; Community Bank & Trust
chooses ShoreTel’s IP phone system for customer service,” by Nancy Feig, FinanceTech,
February 1, 2007

For full story, visit
http://www.financetech. com/featured/showArticle. jhtmi?articlelD=197001367

For the ShoreTel case study on Community Bank & Trust and additional ShoreTel financial
case studies, visit hitp:.//www.shoretel.com/solutions/industry/financial. html.



Government: City of Sioux Falls, South Dakota

Sioux Falls had a Fujitsu 9600 PBX phone system that it was quickly outgrowing, had limited functionality,
and proved to be too costly to upgrade. After carefully considering IP telephony systems from leading
vendors, Sioux Falls chose ShoreTel for its IP telephony needs. Since deployment, the City has realized
numerous benefits.

e In terms of savings, the City, which handles over a million calls a year, saves $30,000 annually in line
charge costs.

¢ The rich feature set of the ShoreTel system helps employees improve productivity and enhances
customer service and satisfaction.

e With the ShoreTel system, emergency calls to 911 provide crucial location information that helps
emergency response personnel quickly and easily locate the caller.

¢ The City of Sioux Falls has also integrated its call accounting software with the ShoreTel system, which
allows the IT department to track and charge back T1 costs and accurately bill appropriate depart-
ments for toll charges.

All Other Locations

Wireless to 3
Remote Locations

m
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Figure 1: City of Sioux Falls Deployed ShoreTel to 14 Locations
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In 2003, Ed Castle and Monte Watembach, IT Manager and Network Administrator for the City of Sioux
Falls, started an aggressive IP telephony rollout to the city’s 1,100 full-time employees. The city was
replacing its Fujitsu 9600 PBX phone system with a solution from ShoreTel. Castle noted that the city
wanted a system that would provide integrated and centralized voice mail so that everyone in every
office would be on the same system. After considering solutions from Cisco, InterTel, Nortel and Shore-
Tel, the city chose ShoreTel for its features, functionality, and simplicity.

According to the Network World article, the focus for the City was on “making the switch over from
PBX-based phones to IP telephony painless. ‘While [users] are in a two-hour [training] session, we
deploy the phones at their desks,” Watembach says. The process is so smooth that most users are
comfortable with the new system in two to three days, he says.”

“The biggest benefit [the city has] seen is the ability for employees to share workloads. For instance,
before the IP telephony system, the community health clinic was overrun by customer calls. ‘“They only
had two lines so callers would often get a busy signal,” Castle says. Now, calls can be queued, and if the
operator has too many stacked up, other clinic workers will receive an alert to help handle the load.
‘We've raised morale for workers and improved customer service,” Castle says.”

Source: “Better customer service: City employees share workloads via IP telephony; Stoux
Falls, S.D., making the transition,” by Sandra Gittlen, Network World, May 29, 2006

For the full story, visit
http://www.networkworld.com/research/2006/052906-voip-voices-casel. html?page=1

For ShoreTel’s case study on the City of Stoux Falls and other government case studies, visit
http://www. shoretel. com/solutions/industry/qgovernment. himl.

Healthcare: Visiting Nurse Association of Boston

In early 2005, the Visiting Nurse Association was faced with an unreliable, inflexible, and poorly per-
forming telephone system. In addition, a service provider was needed to manage the system and
perform moves, adds, and changes, which was costly and inefficient. After issuing a formal Request for
Proposal and carrying out a thorough evaluation of IP telephony leaders, Visiting Nurse Association
chose ShoreTel. The benefits since then have been numerous.

e ShoreTel integration with Visiting Nurse Association’s SQL patient information database allows
receptionists and operators to immediately get a great deal of information on each caller and link
calls to the database for a running history, dramatically enhancing customer service for patients.

e Because of ShoreTel’s ease of management, Visiting Nurse Association is now able to manage the
system in-house, saving money, resources, and time.

e ShoreTel’s ShoreWare Auto-Attendant provides 24-hour automated call answering and routing for
Visiting Nurse Association to improve customer service for inbound callers, whether they be
patients or physicians.









With the help of AMA TechTel, NTS then spent six months evaluating solutions from four vendors and
wound up choosing ShoreTel. Within four months, AMA TechTel completed the installation of the ShoreTel
network and replaced NTS agents’ traditional phones with ShoreTel IP phones.

“As for NTS’ traveling employees, the ShoreTel system provides unified messaging so users can receive
voice mail through their laptops’ e-mail in-boxes as stored WAV audio for Windows files, Allen said. Simi-
larly, NTS employees wishing to work from home need only establish a broadband Internet connection
through a DSL line or cable modem and install ShoreTel’s VPN software to access NTS’ IP-based phone
system. But it’s the ability to increase workload rapidly that has truly sold NTS on the ShoreTel system. The
system’s built-in reporting capabilities allow N'TS to monitor call volume to gauge employee productivity as
well as flag high-traffic regions in need of greater agent support—key features that helped NTS successfully
bid on a contract with the state of Texas executive branch agencies.”

>

Source: “National Travel Systems Unravels Telecom ‘Quilt’,” by Cindy Waxer, eWeek,
October 4, 2006

For the full story, visit http://www.eweek.com/articlel/0,1759,2024574,00.asp.

For more ShoreTel professional services case studzies, visit
hittp://www. shoretel.com/solutions/industry/professional_services. html.

Retail: AND 1

AND 1’s outdated analog phone system was costly to repair, unreliable, and difficult to manage. Addition-
ally, in order to upgrade the system to support Microsoft Exchange 2000, it would have cost over $80,000.
After evaluating solutions from IP telephony leaders, AND 1 deployed a ShoreTel IP telephony system,
including analog and IP phones, as well as voice switches and software, at the company’s Paoli, Pennsylva-
nia and Portland, Oregon locations. The end result is a cost-effective and reliable system which is crucial to
the retail industry.

e The new ShoreTel solution saves AND 1, which is running IP telephony over virtual private network
(VPN) between its Oregon and Pennsylvania locations, at least $12,000 a year on dedicated point-to-
point connections.

e The ShoreTel solution simplifies management and administrative tasks, improves reliability with its
distributed architecture, and gives employees powerful communication features tightly integrated with
Microsoft Outlook.
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“AND 1 runs IP telephony over a virtual private network between its Oregon and Pennsylvania loca-
tions, saving itself about $12,000 a year on dedicated point-to-point connections. In addition, Resnick’s
team no longer needs to dedicate as much time to supporting the telephone needs of AND 1 employees
as it had to in the past.”

Source: “VoIP+ANDI1=slam dunk; Switch from analog phone system saves sportswear apparel
maker time and money,” by Samantha Leggat, Communications News, October 2005

For the full story, visit http://www.comnews.com/stories/articles/1005/1005v0tp+. hitm.

For the ShoreTel case study on AND 1 and additional ShoreTel retail case studies, visit
http://www. shoretel.com/solutions/industry/retail. html.

For more ShoreTel success stories, visit hitp.//www.shoretel.com/solutions/industry/.

Resources:

http://www.wikipedia.com
http://www.networkworld.com/links/Encyclopedia/index.html
http://www.juniper.net/solutions/literature/white_papers/200126.pdf
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