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CUSTOMER SUCCESS STORY

SOURCE NORTH AMERICA CORPORATION COMBINES LOCAL SER VICE
WITH NATIONWIDE FLEXIBILITY

EXECUTIVE SUMMARY

CUSTOMER NAME

. Source North America Corporation
INDUSTRY

. Wholesale distribution

BUSINESS CHALLENGE

. Create a more stable, robust
nationwide data network

. Reduce telecommunications costs
and administrative burden

. Enable a more flexible, fully
connected nationwide service
organization

NETWORK SOLUTION

3 Cisco end-to-end voice and data
solution

BUSINESS VALUE

. Enhanced connectivity and
collaboration for employees
nationwide

. Reduced network and telephone
costs

e Virtually eliminated network outages

and downtime

Source North America adopted a managed data and tel ~ ephony solution over an
end-to-end Cisco network to increase business stabi lity, reduce costs, and deliver

real-time, coast-to-coast service for its customers

BUSINESS CHALLENGE

Source North America Corporation is a wholesalgrithstor for the petroleum industry, supplying
gas station equipment and other materials to amatde customer base. The company employs 90
people across 16 states, and is headquarteredingtdn Heights, lllinois.

In an industry as heavily regulated as petroleusingle late equipment order can delay the
construction and certification schedule for anrergias station, and put a customer out of
operation for days. To ensure fast, local sengajrce North America was one of the first
suppliers in the industry to launch a just-in-tisupply chain system, enabling service
representatives to view all inventory across thenty in real time, and serve customers anywhere
with a click of a mouse.

However, Source North America’s data and commuitinatnetwork was not keeping pace with
its bold corporate vision. The network had growgamically with the company, and by 2000 it
was an unwieldy collection of unmanaged hubs arittkas from multiple vendors. The system
was difficult to scale and manage, and sufferethfoecasional outages that could halt operations
and result in lost revenues.

The organization’s phone systems were also staridititge way of the new initiatives. Employees
operated out of small branches and home officasnalthe country to provide a local presence for

customers. But each location had its own phoneesyatial plan, and local and long distance carrigdsninistration costs were high, and there

was no way to create a truly unified, interconn@sterkforce.

“Our long distance carriers were charging us farg\number we had, and we were paying all kindsdafitional fees,” says Glen Corkill, president

and chief executive officer of Source North Ameritanly portions of the company had voice mail, amelhad gotten to the point where we were

relying on answering machines in people’s homesat'$mo way to run a nationwide company.”

Corkill knew that if Source North America was goitagcontinue to lead the industry, he needed a masteffective, scalable, and reliable

communications system. “Essentially, what custoraeesbuying from us is our ability to respond,”dags. “Our network is what ties us together
and allows us to do that. If the system is dowrirevi@ big trouble.”

NETWORK SOLUTION

Source North America began working with Ci&remier Certified channel partner Convergence fi@dgies Inc. (CTI) in 2001 to completely
overhaul the network. CTl recommended a single-sesdlution in order to deliver the interoperaliliscalability, and stability the business

required. Based on CTI's advice, the company llidtentire new infrastructure using network roytevétches, and security appliances from the
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worldwide networking leader, Cisco SysténiBoday, Source North America has a robust, reduinelad-to-end voice and data network
infrastructure, in which no single point of failuzan bring down business operations.

At the company headquarters, a Cisco 3600 Seridsseivice Platform provides integrated voice aatbdconnectivity, and incorporates built-in
scalability—including more than 70 modular interfaggions—to support future network expansions. Ti@iseo Cataly$t3550 Series switches
manage and optimize bandwidth across the netwatkpeovide the quality-of-service (QoS) functionalib support high-quality, full-featured IP
telephony. Two of the Catalyst 3550 switches algapsrt power over Ethernet (PoE) to deliver voiessiee and power to the company’s Cisco
7940 and 7912 IP phones over a single Ethernetemiom. A Cisco PIX 515E Security Appliance helps further safeguaedrtbtwork from
attacks that could impact service.

The company’s six branch offices are outfitted vilisco 1750 modular access routers that conneghetbeadquarters via dedicated T1 lines.
These platforms provide integrated voice, data,saudirity services in a single, manageable forrofadeal for a small branch office.

“We've gone a lot farther than we ever expected wit  h the system. For me, the most impressive thing is that
the brochures said we could do something, and we ac  tually did it. The Cisco marketing and sales and pr  oduct

development people made us a promise, and fulfilled that promise.”

—Glen W. Corkill, President and Chief Executive Officer, Source North America

Adding Managed Voice Services

Initially, Source North America planned to replacdy its data network. But Corkill soon realizeathhe versatile Cisco infrastructure would
allow him to implement a full-featured IP telephaystem for little additional cost. Tired of hamdjicomplex, resource-intensive voice services
in-house, Corkill decided to adopt a hosted IP Camications solution. Of the several providers heriviewed, Appia Communications proved to
have the most experience managing real-world Bpteiny systems, and offered its own end-to-endoGistwork infrastructure to carry the
company'’s business-critical voice services.

As a Cisco Powered Network designated service gesyiAppia offered specialized expertise, gredf@iency, end-to-end security, cutting-edge
technologies and services, and access to nationveitheork resources, enabling Source North Amedaaxtend the power of its network, while

still focusing on its core business. By outsouraimge systems to a managed service provider liggi@d Source North America was able to let the
IP communications experts handle the day-to-dayag@ment of the system, reducing the company’s ¢otstl of ownership of its communications
infrastructure, as well as increasing the religilif its systems.

“We're really too small to have all the technolgagople on staff to do IP telephony, yet we warttdee a nationwide, best-in-class phone system,”
says Corkill. “With Appia, we get the best of batbrlds, and | have complete peace of mind. It'sgbdect solution for a company that wants to
focus on its customers and not its phone systems.”

Since Source North America’s WAN was already based robust, multiservice Cisco infrastructure,iagdroice services was a relatively easy,
inexpensive enhancement. The Cisco routers atehéduarters and remote offices required only alimaacard to fully support IP
Communications. And, since the company had depl@jsdo PoE switches, they didn’t even need powpplées for the Cisco IP Phones, saving
as much as US$50 per handset.

Today, Source North America also uses its Ciscoevand data infrastructure to fully connect homeeldaemployees. The company simply outfits
these workers with Cisco PD601 Series security appliances and Cisco IP phdinesemployees arrange their own broadband Irtesreice.
Using a secure virtual private network (VPN) cortimetto the company’s network, home-based emplopegshave full access to the company
phone system and dial plan, as well as the samaileand supply chain applications as office-basegleyees.
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BUSINESS VALUE

Since Source North America’s new network infragtmoe has been in place, the company has realitéueabenefits it hoped to achieve, and more.
By consolidating T1 lines, eliminating private bcarexchange (PBX) phone system service contrawtsyexducing toll costs, Source North
America now saves as much as US$6,000 per monthviregseof 50 percent annually in communications £0Stte-to-site calls between
employees, which formerly made up 20 percent ettmhmunications costs, are now carried at no aagiticost over the company’s IP network.
Overall, the company has reduced long-distances ¢ash an average of more than 7.5 cents per mihuien to 2 cents per minute.

The managed services data network and hosted IRMDainations solution also provides substantial-sofit savings by dramatically reducing
Source North America’s total cost of ownershipteflT systems, as well as minimizing the admintsteaeffort required to maintain the solution.
Today, if there is a problem or question with theipe service, the company doesn’t have to dealdatens of PBX system vendors and local and
long-distance voice carriers; they just call Appi&le used to get 40 phone bills a month, and itkdake us an entire day to process all of them,”
says Corkill. “Now it takes a few hours.”

The solution has also proven to be extremely stalanabling Source North America to expand rapidithhout incurring additional
telecommunications costs.

“When we first started working with Source North Arita, it was a relatively small company, with fiudl-time IT people,” says Marc Kruer,
president of CTI. “Since then, it has grown threéaur times as large, and now employs two IT peofhen we started the voice deployment, the
company was able to save thousands of dollars patimon phone system costs with 35 handsets attresompany. Now it has twice as many
handsets, and still gets the same cost savings.”

Creating a More Closely Connected Workforce

Most importantly for Source North America’s custas)ehe company now has a truly unified, intercae@ workforce, with every employee just
four digits away from every other employee. Phapresentatives can route requests and questiorssabie country, and ensure that customers
are rapidly connected with the specialists andises\they need.

“If we have one specialist who's very good at sdrireg, we can staff that person in one locationetwa five different markets,” says Corkill. “It
allows us to maintain our presence as a local lessirbut also have all the power and advantagesafional operation.”

Ensuring Stability

For Source North America, ensuring that employea®a reliable voice system was critical. Sincectiengeover, the company has not had a
single network outage. “I don’t think I've ever sethe phones in my office go down for more thars86onds,” says Corkill. “Something hits us, a
bad storm or a power outage, and we are right bpcknd running.”

The distributed IP Communications system also mrewibuilt-in business continuance in the eventrwdtaral disaster at any location. If a remote
office goes out or employees can'’t get into woeklsccan be easily and transparently reroutedhergtarts of the country. “No matter what
happens, we can continue to respond to our custimeny situation,” says Corkill.

Overall, Corkill is extremely pleased with how thew system has transformed his business. “We've gdot farther than we ever expected with
the system,” he says. “For me, the most impregsivg is that the brochures said we could do somegtfand we actually did it. The Cisco
marketing and sales and product development peoatie us a promise, and fulfilled that promise.”
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NEXT STEPS

Source North America plans to continue enhancirhexpanding its infrastructure, and deploying neghhologies to better serve its customers. In
the coming months, CTI plans to deploy Cisco Unitinified Messaging. When fully deployed, the compgamationwide employees will be able

to receive voice mail, e-mail, and faxes in a snghanageable inbox, further enhancing employegugtivity and customer service. The company
also plans to further exploit its versatile phopstem by routing calls across time zones to giv@auers a longer day than anyone else in the
industry.

“We're always adding and tweaking here and theuétte great benefit of the solution is that yon change it,” says Corkill. “We're not done
perfecting the path we're going to take with thistem in the future, because our business is chgragid we're changing with it.”

FOR MORE INFORMATION

Cisco Systems has helped wholesale distributiorpemiies around the world become more connectedyslireed, and cost-effective businesses.
To find out how Cisco can help your organizatioontact your local account representative. Or, forgrinformation on small- and medium-size
business-class solutions from Cisco Systems, wisitv.cisco.com/go/smbclass
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