Cisco SYSTEMS Customer Case Study

Insurance Agency IT Group Saves IT Time With Centra lized Voice
Management

Warner Pacific Insurance Services uses Cisco Unifie  d Operations Manager
EXECUTIVE SUMMARY _ ¢ _ _ _ perat nag
and Cisco Unified Service Monitor to monitor and ma nage voice quality.
Warner Pacific Insurance Services
® [nsurance General Agency

BUSINESS CHALLENGE

® 103 employees

e 3-person IT staff With operations throughout California and Coloradéarner Pacific Insurance Services
BUSINESS CHALLENGE provides insurance agents and brokers with toesgurces, and support to represent a wide
e Proactively manage complete Cisco Unified selection of medical, dental, vision, life and athpecialty insurance products. Major

Communications system insurance carriers use general agencies such asWeacific as a marketing and

® Simplify troubleshooting

) ) ) ) ) distribution channel for their products or as ateegion of their own sales and service
® Obtain real-time voice-quality metrics

NETWORK SOLUTION

¢ Cisco Unified Communications system With an IT staff of three, Warner Pacific has aleaggarded efficient network management
® Cisco Unified Operation Manager

force.

as a high priority—one that has become even moreritapt as the network has grown.
® Cisco Unified Service Monitor

BUSINESS RESULTS

® Gained a unified management view of all . . . .
Cisco Unified Communications components management interface for all solution elementsa‘lfser called to report a voice quality

When the company first adopted Cisco Unified Comications, the IT team used multiple
management tools, an approach with two seriousdtmains. One was the lack of a unified

® Improved overall service quality for problem, the first hurdle was simply finding ouéthort to which the IP phone was

employees and customers. . o . .
ploY connected,” says Mike DeDecker, network administtafhis usually required that an IT
® Saved two hours a week for IT

staff member stop whatever he was doing and wagk tovthe phone to investigate. The

other problem was that if an employee complained ¥bhice quality was

poor, the IT group did not have a way to objectivekasure packet loss or
jitter to determine the seriousness of the prokdechwhether its source was
inside or outside the company network. What's mbirdvad no way of
knowing about a problem unless an employee repdtrted

Warner Pacific sought a more proactive approaghanaging its voice
system. “It takes a long time to manage networksoid-fashioned way: by
pulling reports and looking at past history fodaecto current problems,”
says DeDecker. “We wanted to speed up the troubdgsty process and
therefore provide better service to our employeesaur customers.”

e AT LT W\ I

NETWORK SOLUTION

Warner Pacific uses Cisco Unified Operations Manégenonitor the operational status of all compdaaf its Cisco Unified
Communications system, including Cisco Unified ®khager, Cisco Unified IP phones, Cisco Unity Mggsg, and Cisco Unified
MeetingPlace, as well as the underlying Cisco msuaed switches. The visual, dashboard-like interfa Cisco Unified Operations
Manager, which DeDecker constantly keeps open 88, clearly shows the relationship among solut@mmponents in real time. “I can
find out the status of any phone in the compargbiout a minute simply by entering its extensioreshys. Previously, DeDecker would
have had to physically walk over to the phone’stmn, or ask the phone’s owner to look at the ghjack and tell him the port number.
Diagnostic capabilities in Cisco Unified Operatidvianager enable faster trouble isolation and reésiuTherefore, Warner Pacific can
be more proactive, becoming aware of problems odieeh resolving them, before employees notice.

All contents are Copyright © 1992—2006 Cisco Systems, Inc. All rights reserved. This document is Cisco Public Information. Page 1 of 4



“l can find out the status of any phone in the compa ny in about a minute simply

by entering its extension.” —Mike DeDecker, Network Administrator, Warner Pacific
Cisco Unified Service Monitor provides real-timgoeting of voice quality anywhere in
PRODUCT LIST the network. It consists of two elements: a har@vegmsor and a central software
ROUTING AND SWITCHING application. Cisco Unified Service Monitor captuesgsl analyzes statistics about the
¢ Cisco Catalyst 6500 switch voice session and reports them as a Mean Opiniore§MOS) every 60 seconds.

o CECR SRS DeDecker appreciates the ease of use of Ciscoddnervice Monitor. “I set up the

® Cisco Catalyst 3800 switches

NETWORK MANAGEMENT
® Cisco Unified Operations Manager

Cisco Unified Service Monitor sensor as a snifftjdre says. “I can move it wherever
needed with a simple configuration change. Witldoomnds, | can switch from watching
N — one IP phone, to multiple IP phones, to all IP psim the company.

1040 Sensors

VOICE AND IP COMMUNICATIONS

® Cisco Unified CallManager

In a typical scenario, a user calls to report @@qroblem and DeDecker needs to
determine whether the problem is with the Intesgetiice provider, the router, or the IP
e Cisco Unified Survivable Remote Site phone itself. “Previously, identifying the natureaovoice quality problem often took a
Telephony full day,” he says. “With Cisco Unified OperatioN&nager and Cisco Unified Service
® Cisco Unity Unified Messaging Monitor | can often identify and resolve the prablin just half an hour.” Recently, for

® Cisco Unified IP ph . . . .
ey Sl LR RIS example, when an employee reported poor voice tyuBleDecker used Cisco Unified

® Cisco Unified MeetingPlace

o Cisco Unified MobilityManager Operations Manager to quickly discover link laten€p00 to 600 milliseconds—far

VPN
® Cisco 800 Series Broadband Internet Routers

outside the acceptable range for voice trafficngthe additional diagnostic
capabilities, such as IP SLA tests included inGfseo Unified Operations Manager, he
was able to quickly determine the source of thdigmm and therefore restore acceptable
service more quickly.

In another situation, an employee had moved arhtih@ to a router port not configured to allow asc®ghen the employee called the IT
help desk, DeDecker used Cisco Unified Operatioasdger to instantly identify the problem and wds &b remotely reconfigure the
port. “I simply entered the extension humber areht@isco Unified Operations Manager showed meitlas connected to port module
FO1 in building 2,” he says.

Learning to use Cisco Unified Operations Manages aasy because of its intuitive, visual user iat=f “It took only half a day till | felt
quite comfortable with the capabilities, compamedther management programs that I'm still learmimaye about after months or years,”
says DeDecker.

BUSINESS RESULTS

With Cisco Unified Operations Manager and CiscofigdiService Monitor, Warner Pacific can monitoe #ntire communications
system, diagnose any problems, and resolve useg-gpiality and other issues far more quickly. Besibenefits including increasing
employee productivity, strengthening Warner Pasifizand by providing consistently good servicej amoiding the need to add IT staff.

DeDecker identifies three characteristics of thec@iUnified Operations Manager that differentiafeom other management solutions he
has used:

o Automated node-to-node testirgisco Unified Operations Manager conducts nodeeertests, also called IP SLA tests, at intervals
throughout the day to monitor the performance afeos for voice traffic. “Node-to-node tests givethe assurance that everything is
working well,” says DeDecker. “And if a node is exjgncing a problem, we generally find out abolneifore our users notice.
Automated node-by-node tests alone save me a cofiptaurs per week.”
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« Continuous monitoring of routersGisco Unified Survivable Remote Site Telephony fsature of the Cisco |FSSoftware that
detects when the link from the router to the CiSoified CallManager server is unavailable, and thetomatically redirects the branch
office phones to the local router for continuouegbony service. “IT needs to know about the WARNIgem so that we can take action
to correct the outage, and Cisco Unified Operatidasager provides instant notification either oa tionsole or by paging someone,”
says DeDecker.

o Comprehensive view of all network devices in thetem—Cisco Unified Operations Manager provides a unipedure of more types
of devices than any other management product Defddws used. Cisco releases updates for Ciscoedr@fperations Manager and
Cisco Unified Service Monitor at the same timesleases updates for Cisco Unified CallManager dheraolution components,
ensuring that all versions of Warner Pacific’s w@afte are synchronized and manageable.

Use of Cisco Unified Operations Manager and Cisndi€d Service Monitor saves several hours weeth\W¥arner’'s IT team—an
especially important benefit for companies with Brifastaffs. “The ability to isolate problems mogeickly enables me to solve many
issues in half an hour that previously took a didy,” says DeDecker.

FOR MORE INFORMATION

To find out more about Cisco Unified Operations dger and the Cisco Unified Service Monitor go to:
http://www.cisco.com/go/iptelephony _management

To find out more about the Cisco Unified Commurimas system, go tdittp://www.cisco.com/go/voice or www.cisco.com/guified.

This customer story is based on information prodidg Warner Pacific Insurance Services and desciibev that particular organization
benefits from the deployment of Cisco products. attors may have contributed to the results atkbts described; Cisco does not
guarantee comparable results elsewhere.

CISCO PROVIDES THIS PUBLICATION AS IS WITHOUT WARRATY OF ANY KIND, EITHER EXPRESS OR IMPLIED,
INCLUDING THE IMPLIED WARRANTIES OF MERCHANTABILITY OR FITNESS FOR A PARTICULAR PURPOSE. Some
jurisdictions do not allow disclaimer of expresdraplied warranties, therefore this disclaimer may apply to you.
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