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CUSTOMER SUCCESS STORY

CHILDREN'S HEALTHCARE OF ATLANTA CHOOSES CISCO IP
COMMUNICATIONS SOLUTIONS TO IMPROVE COMMUNICATION
PRODUCTIVITY AND INFRASTRUCTURE RESILIENCY

EXECUTIVE SUMMARY Children’s Healthcare of Atlanta needed a telecoms  ystem that

CUSTOMER NAME would help enable all of its phone numbers to share a common

e Children’s Healthcare of Atlanta area code and prefix, deliver consistent voice-mail capabilities,
INDUSTRY and provide resiliency in the event of a central of  fice failure. It
* Healthcare found what it was looking for—and more—with a Cisco | P
BUSINESS CHALLENGE Communications solution.
* End-of-life on existing private branch exchange

solutions demanded a replacement or new solution BUSINESS CHALLENGE
* Aggressive growth required flexible, highly available

telephony system Double-digit growth and a commitment to remainimgtiee leading edge of
* Reduce total cost of ownership of network and children’s healthcare is generating expansion dt@&n’'s Healthcare of

telephony systems

NETWORK SOLUTION
» Cisco switching and routing solutions
* Cisco IP Communications solutions

Atlanta. The result of a merger between Scottigk Rhildren’s Medical

Center and Egleston Children’s Hospital in 1998idtan’s Healthcare of
Atlanta is ranked as the sixth leading pediatrisgital in the United States by

« Cisco wireless solutions Child Magazine. More than 5500 employees meet thienity of the Atlanta
BUSINESS VALUE area’s pediatric healthcare needs at two main fedsgEmpuses and 16 satellite
« Implemented advanced, telecommunication services locations throughout the greater Atlanta area. gasate administrative campus

with a consistent dial plan, centralized management houses 800 employees. Both hospitals are undergo@gy expansion—
and improved security

* Used existing investments in Cisco intelligent network o . .
infrastructure facilities, and increasing the total number of biedm 430 to 500.

enlarging emergency rooms, increasing diagnostcespexpanding surgical

* Dramatically improved resiliency, scalability, and . . . .
“We're recognized as having some of the top peidiaardiology, oncology,

productivity
e Reduced telecom-related construction and orthopaedic, neonatal, and transplant servicdsarcountry,” says Jack Storey,
management COsts Children’s vice president and chief informationicgf. “Soon after the merger,

we converged our networks, established standaotsotidated our data
centers, and standardized our applications. Themajor challenge we faced was making voice compaiiin consistent across our
locations.”

The Children’s telecom infrastructure was fragmeéniach hospital campus had a different privatediraexchange (PBX) telephone switch
and the 20 remote sites relied on local phone meskey systems. Each campus and satellite dffideits own set of telephone numbers
assigned by the local telephone company, BellSdtwmplicating matters was the fact that Atlantacemgasses three different area codes and
Children’s had facilities in all three areas.

Three area codes, multiple exchange prefixes,wadeparate voice-mail systems created a dialgtanvoice messaging nightmare. “I had
three people reporting to me in two adjoining binigs and they all had different prefixes,” saysr&o“We wanted to institute a virtual
telecom campus with a single set of numbers.” Caiits executives rely on voice-mail for importantranunications to team members.
Executives with people reporting to them from diffet sites throughout the city could not relay oressage to the team. Instead, they would
have to call each person separately and hopefalihie to leave a consistent message for everjfahe. employee was on a different voice
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system than the executive, he or she could notlgirply to the voice mail, but would have to dhié executive back to leave a reply. Not
only was this arrangement time-consuming and ineni@nt, it raised questions about whether everymsereceiving the same message.

System management was even more fragmented. Diffevétches required different technology trainargl each switch had to be
programmed independently. With the hospital coristamanging and people moving between locationsrdinating changes in phone service
was difficult. For example, when Children’s wantednove

its rehabilitation scheduling and billing officeite main

administrative campus, the telecom staff would wwitk

BellSouth to either reroute or change all of therph

numbers. This required gaining an understandirthef

functionality of the new location’s switch, trantsey the

routing to match the switch’s capacity, and prograng the

switch. Physically moving the phones also required

connecting each one to the proper switch port asrtbve

happened. This process could take up to 45 mipges

phone, which could translate into hours or eversdfagn

entire department needed to be moved.

One of the hospital’s primary concerns was voigeise
availability. The three main locations were serlbgdwo
BellSouth central offices. Children’s remote sitege
supported by multiple BellSouth central officesttie event
that a central office supporting one of the thregmm
locations failed, Children’s wanted to help asshe all
incoming calls could still be received.

“We had experienced trunk failures which causetl los
connectivity to the separate hospitals,” says Jtmo&d,
director of technology at Children’s. “When thapbaned,
we'd have to use a manual process to remote aaibfol

the hospital’s main number to a different trunk. \Wmnted a
solution that provided resiliency in the event afumnk or
central office failure. As a hospital, we cannotdosvn.”

The hospital faced a difficult decision. Shouldeiplace the

PBXs with newer switches based on the same tecoyotw should it consider a new technology solutiwet would provide more flexibility,
higher availability, and lower total cost of owrtgigs? The Children’s team turned to Cisco Systenm@ fdemonstration of Cisco® IP
Communications solutions. Helping to ensure opehedficient communication for physicians, admirastrs, and clinicians was the single
most important reason for implementing a Cisco MaldGrade Network and IP Communications strategy.

“We believed that the industry was moving towarddRphony, although we did not know of any othesitals that were using this solution,
" says Storey. “For us the Cisco Medical-Grade Nekwwas more cost-effective to implement and maingad it gave us significant flexibility
for the future.”
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NETWORK SOLUTION

Children’s existing Cisco data network providedeanellent foundation for the new Cisco Medical-GrdE Communications solutions. With
a solid data network infrastructure already in pJachildren’s did not have to update the infradtricecto implement its new Cisco IP
Communications solution, which reduced its totaltaf ownership and the migration cost.

The new Cisco infrastructure’s comprehensive switgland routing services and built-in resiliencywextend call processing and advanced
voice features to all three main campuses and reawbte location. Cisco Catalyst® 6509 Series switcmmnect the three main campuses
using a metropolitan area ATM network ring. Cisatalyst 4006 and 4507 switches comprise the digidh layer. Traffic is switched to each
remote location through a Frame Relay service afigated to Cisco Catalyst 3550 switches.

Using DSL connections and Cisco 1700 Series routieesCisco Medical-Grade Network also connects@pmately 30 nurses who staff the
hospital’s triage and physician referral call cenide call center solution is based on a 12-nadeddCallManager cluster. Cisco CallManager
software extends enterprise telephony featuredlaradions to packet telephony network devices agchP phones, media processing devices,
voice-over-IP (VolP) gateways, and multimedia agatibns. Additional data, voice, and video serviegsh as unified messaging, multimedia
conferencing, collaborative contact centers, atelattive multimedia response systems interact thigh P telephony solution through Cisco
CallManager’s open telephony application prograngrmiterface (API).

“The Cisco IP Communications solutions give us a lot of flexibility for reacting to today’s changes
and accommodating tomorrow’s growth. Having voice a nd data information readily available to our

physicians and clinicians has taken us a long way.”
— Jack Storey, Vice President and Chief Information Officer, Children’s Healthcare of Atlanta

One 72-port Cisco Unity® server is installed at eatthe three main campus locations, providing aded, convergence-based
communication services on a platform that offeghhieliability, scalability, and performance. This& Unity solution integrates with desktop
applications such as Microsoft Outlook and Lotugesphelping users to listen to e-mail over theglebne and check voice messages from the
Internet.

Cisco IPCC Enterprise, which provides intelligeobtact routing, call treatment, network-to-desktomputer telephony integration (CTI),
and multichannel contact management is also degloyer the data network for the hospital’s 60-menmhese triage call center.

Because medical centers require always-on teleptapabilities and to make voice services availédrieveryone, Children’s also
implemented Cisco Survivable Remote Site TelepH&RST). A unique, industry-first capability embedde Cisco IOS® Software running
on Cisco routers, Cisco SRST provides feature-gahprocessing redundancy for centralized CallMgnaleployments, while using the
existing network infrastructure at the remote @fitf the WAN link to the remote office fails angketconnection to the Cisco CallManager is
lost, branch location phones are automaticallyrestied to the Cisco SRST branch router. This rqutevides a core subset of the functions
provided by Cisco CallManager, helping to minimizgact to the business.

Hospital employees use Cisco 7960 IP phones—460€uarently in use—which guide them through call éees and functions and can
support additional information services, includiegensible Markup Language (XML) capabilities. @ndn’s also maintains 1600 regular
analog phones in patient rooms and public areaghvwdonnect to the network through a Cisco VG24&lag Phone Gateway.

Additional voice service redundancy was achieveduph Signaling System 7 (SS7) connectivity. Usisco AS5400 Series Universal
Gateway, Cisco PGW 200 Softswitch, and the Ciscd 300 Signaling Controller, Children’s gained S®nnectivity with BellSouth public
telephone network. In the event of a central offakire, the Children’s voice network can autoroally route incoming calls from one
BellSouth central office to another and then othtohospital to help assure business continuityo Atcorporated into the solution was the use
of Cisco Aironet® Access Points and Cisco 7920 wBgl802.11b phones to deliver wireless accessghon Children’s two hospitals.

Copyright © 2005 Cisco Systems, Inc. All rightseresd. Important Notices and Privacy Statementlmafound on www.cisco.com Page 3 of 6



BUSINESS VALUE

Communication was drastically improved with thed@i$P Communications solution. All of the Childremiumbers now start with 404-785,
with one centralized point for voicemail, menusg amanagement. With Cisco Unity, personnel can rioeck voicemail over the Internet and
listen to email messages over the telephonenibis a simple matter to transfer or forward callstioer staff members in a different facility, as
well as forward voice-mails to e-mail. Small growgistaff can easily initiate conference calls @mand, without having to reserve more
costly conferencing services. Caller ID featurésvabtaff to prioritize calls, and having a direst@f missed, placed, and received calls
displayed on the telephone itself is a time-sawesfaff. According to nursing staff, these greathproved communication capabilities give
them more time to provide quality care and greadenmunication effectiveness.

The hospital processes approximately 100,000 palislay on average; however, during a recent faigiag telethon, call volume peaked at
127,000 without a problem. Not only does the nesc@ilP Communications solution support almost S@@idsets, it can also scale to meet
the hospital's aggressive growth projections. Thgplital can now grow without compromising its hlgtiels of customer service.

“Centralized management is a tremendous advantage to us. The Cisco solution allows us to
maintain high service levels without adding staff.”

— Jim Atwood, Director of Technology, Children’s Hea Ithcare of Atlanta

“In addition to reliably handling high call volumesur distributed CallManager systems and SS7 ativity provides us with all of the high-
availability capabilities we need without requiriagtside trunks or lines,” says Atwood. “Even if lset SS7 connectivity at one of the

hospital campuses, the Cisco solution would reralitef our calls in through the data network. Ametause our old PBX switches serve as an
emergency back-up system, the SS7 would also aitote reroute our main department numbers to thergancy phone system.”

Managing the new telecom system is much easieelisAil of the phones are connected to the datwork, which makes moving them as
easy as unplugging the phone, walking it to its faation, and plugging it back in again. Childeestimates that the Cisco IP
Communications solution has reduced the work abdrlaosts associated with adds, moves, and chéaygesre than 50 percent.

“Centralized management is a tremendous advantagg,'t says Atwood. “Instead of having to managpaiate multiple systems, we can
manage everything from one place. In the past tbagpghone line we'd have to go out and re-progteerPBX, then visit the user and re-label
the phone. Now, we add the line in Cisco CallManagel perform a quick restart on the phone. Webasé troubleshooting to help users
resolve issues in minutes. The Cisco solution alag/to maintain high service levels without additaff.”

The hospital will also greatly reduce its telecoemwrconstruction costs. With a traditional telecastallation, hundreds of copper pairs must
be installed to connect the switches, riser calaled,wiring closets on all upper floors. The CifédCommunications solution eliminates the
need for installing wire, with significant savinfgs the hospital. The hospital estimates that it save approximately US$250 per new
workspace or cubicle in outfitting costs becaudy one set of wires and access to one router pagdquired.

The Children’s nurse triage call center, which Hasdpproximately 40,000 calls per year, now rum€isco IPCC Enterprise. Call center
representatives answer questions for callers il\tlamta community, provide physician referralsgdake off-hours calls for pediatricians.

Approximately 30 nurses work out of their home®tigh a DSL connection between the hospital net@arktheir telephones. This allows
them to be on the same call queues and accesartteedata as an in-house staff member.

“These nurses have no commute,” says Storey. lllivotumes escalate, we can call a nurse at hordératen minutes they can be online to
take calls. This gives us tremendous flexibilitglat's also a strong recruiting and retention adaga.” In addition, Children’s has deployed a
Cisco wireless communications solution that allowsses to have phones with them and receive caliawe calls transferred to them directly
anywhere in the hospital.
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NEXT STEPS

Storey and Atwood have plans for taking networlusiécto the next step with Cisco Security AgerheTCisco Security Agent will be able to
alert IT staff to unauthorized changes, filter tnt traffic, and provide intrusion detection moniitg on the Cisco network at branch locations
to help enforce security policy. Because Cisco 8gcAgent is not signature-based, it protectsribwork regardless of the location’s last
antivirus update. Storey and Atwood are also evalgaccess control technologies for the data nétwo

As Children’s Healthcare grows at double-digitg gnimary challenge is to keep high-quality infotima immediately available to caregivers
and physicians across all of its locations.

“The Cisco IP Communications solutions give usifidity for reacting to today’s changes and accordating tomorrow’s growth,” says
Storey. “Having voice and data information readisilable to our physicians and clinicians hasnake a long way.”

FOR MORE INFORMATION

To learn more about Cisco healthcare solution#; visvw.cisco.com/go/healthcare

To learn more about Cisco routing solutions, visitiw.cisco.com/go/routing

To learn more about Cisco switching solutions,tvisivw.cisco.com/go/switching

To learn more about Cisco IP Communications sahsti®isit: www.cisco.com

To learn more about Cisco security solutions, wgitw.cisco.com/go/security

To learn more about Cisco wireless solutions, Msitw.cisco.com/go/wireless

To learn more about Children’s Healthcare of Aanisit: www.choa.org

This customer story is based on information provided by Children’s Healthcare of Atlanta and describes how that particular organization benefits
from the deployment of Cisco products. Many factors may have contributed to the results and benefits described; Cisco does not guarantee
comparable results elsewhere.

CISCO PROVIDES THIS PUBLICATION AS IS WITHOUT WARRANTY 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
express or implied warranties, therefore this disclaimer may not apply to you.

Copyright © 2005 Cisco Systems, Inc. All rightseresd. Important Notices and Privacy Statementlmafound on www.cisco.com Page 5 of 6



70115/AT/EL/2.05

Copyright © 2005 Cisco Systems, Inc. All rightseresd. Important Notices and Privacy Statementlmafound on www.cisco.com Page 6 of 6



