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The university coordinated with its carrier so that users could keep their existing five-digit phone 
extensions. A remote campus at Potomac State College has its own Cisco Unified Communications 
Manager server serving 500 users, which WVU manages remotely. 

When it converts a department or building to Cisco Unified Communications, the IT group first 
assesses the network to be sure that it has the intelligence to assign priority to voice traffic, as well 
as the security to protect voice as well as data. To upgrade the network to support voice, the IT 
group deploys Cisco Catalyst® switches with connections to two Cisco Unified Communications 
Manager servers in different locations. The network is currently being upgraded to 2-Gigabit 
Ethernet, and an upgrade to 10-Gigabit Ethernet is planned by 2010. After performing any 
necessary upgrades, the IT group installs Cisco Unified IP Phones and trains employees. 

Cisco Unity® unified messaging makes it easy for employees to access their voice messages. 
“Checking both e-mail and voicemail messages from the same interface saves time,” says 
Williams. Employees can even forward Cisco Unity voice messages to other employees using their 
Novell GroupWise e-mail client and GW-Unify software from Advanced Logic Industries. 

Departments that have caller queues, such as the help desk, university operators, and extending 
learning office, use Cisco Unified Contact Center Express. People who call the help desk are 
prompted to press a button to indicate if they need a password reset or another problem, and the 
call is routed to an available agent with the appropriate skills. The IT group set up agent skills, so 
that managers can help answer calls when call volume is heavy, such as at the beginning of a new 
semester. University operators use Cisco Unified Contact Center Express for call queuing, helping 
just a few operators to efficiently handle hundreds of calls daily. For example, if the caller dialed an 
800 number to request someone’s phone number, the operator sees a pop-up message with 
instructions to provide the phone number rather than transfer the call. 

Voice traffic is protected by the same Cisco security features that safeguard the data network from 
infections and intrusion. For additional security, the network operations group set up a separate 
virtual LAN (VLAN) for voice, preventing data traffic from touching voice traffic. Cisco Security 
Agent software on the Cisco Unified Communications Manager server detects and stops 
anomalous application behavior that could signal a security breach. 

Business Results 

The West Virginia University IT department has eliminated US$200,000 in annual Centrex 
costs and invested the savings in new network equipment. Eliminating service charges for moves, 
adds, and changes has saved another US$100,000 annually. What is more, calls between the main 
campus, the Health Sciences campus, Potomac State College, and Ruby Memorial Hospital now 
travel over the university WAN instead of the public switched telephone network, eliminating toll 
charges. “The migration to Cisco Unified Communications resulted in payback in just 18 months for 
the departments that previously used ISDN,” says Leatherman. “All departments increased their 
productivity.” 

“We have a relatively small staff. A single-vendor 
solution avoids interoperability issues, which has been 
a major factor in the success of our VoIP [voice-over-IP] 
projects.” 
—Tim Williams, Director of Telecommunications and Network Operations, West Virginia University 
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Next Steps 

WVU expects to complete its transition to Cisco Unified Communications within three years and will 
then begin converting student dorms. In some remote sites, voice services will be delivered over 
the network from the centralized Cisco Unified Communications Manager servers. In other sites, 
such as the Fire Training Academy, the university will deploy Cisco Unified Communications 
Manager Express, which is built into Cisco integrated services routers. The network operations 
department will centrally manage remote deployments, avoiding the need for IT staff in those 
locations. 

“Our transition to Cisco Unified Communications has been achieved with minimal disruption,” 
Williams says. “We are not rushing, but rather following a carefully thought-out plan. As we upgrade 
each department to VoIP, our users benefit from the productivity-enhancing features of their Cisco 
Unified IP Phones, as well as increased mobility and flexibility.” 

 

 

 

 

 

Printed in USA C36-401558-00   04/07 


