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SBC Successfully Improves Enterprise Customers’
Connectivity Through its Network-Based MPLS Service

SBC Communications Inc. is a U.S. provider of 
communications services and products with 
investments in 14 countries around the world.
Among its offerings are local exchange services,
wireless communications, long-distance telephone
service, Internet services, satellite television, and
telecommunications equipment. With four oper-
ating segments—Wireline, Cingular, Directory, and
International—the San Antonio-based telecommuni-
cations company is a leading service provider for
large-enterprise businesses with connectivity needs.

As it transforms itself from a local service provider to a
one-stop company for next-generation telecommunication
products and services, SBC’s focus has been on Internet
Protocol (IP) technology, wireless/wireline integration,
and service to the enterprise business market. 

“At SBC we have quite a legacy of data services,” says
Burt Winter, an executive director of Product Manage-
ment, Business IP and Wireless Services for the company.
“We’ve been in business with frame, ATM, and private
line for a number of years. In 2004, we decided it was
time for us to get into the MPLS networking business.
SBC has been a data networking provider for years. 
We began to see our customers requesting more and
more functionality and intelligence in the network.
MPLS was an excellent emerging platform to be the
foundation for these new and converged services.”
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Executive Summary

CUSTOMER NAME
SBC

INDUSTRY
Telecommunications

BUSINESS CHALLENCE
• Rapidly size and address the national

and global large-enterprise market
for network-based MPLS service.

• Develop an MPLS service offering
strategic business plan as well as
go-to-market plan.

• Educate salesforce on the value of
MPLS service offering.

SOLUTION 
• Take advantage of Cisco® Internet

Business Solutions Group (IBSG)
global expertise to identify current
and future MPLS market 
opportunities. 

• Develop a comprehensive value
proposition for MPLS.

• Collaborate with Cisco to educate
the salesforce, the suppliers, and
customers about quality-of-service
potential of Multiprotocol Label-
Switching (MPLS) technology. 

BUSINESS RESULTS
• Increased customer base and market

share.

• Revenue growth.

• Single, comprehensive rollout in 48
contiguous states.

http://www.sbc.com/gen/landing-pages?pid=3309
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BUSINESS CHALLENGE
SBC envisioned offering its large-enterprise customers network-based MPLS service as an overlay
to its national backbone, a strategy that would rely on MPLS technology to deliver highly differen-
tiated network services for technologies such as voice over IP (VoIP), storage access networking,
and e-mail.

Vish Patel, a principal with the Cisco Internet Business Solutions Group (IBSG), Service Provider
Practice, says many major carriers are beginning to converge multiple networks into an IP back-
bone based on MPLS as part of a strategic migration to next-generation networks. “MPLS can
serve as a foundation for a number of services that enterprise customers need,” he says. “Once 
you have MPLS as a foundation, services such as IP telephony can easily be integrated and 
layered on top. You can use MPLS to form virtual connections that essentially open up bandwidth
previously dedicated to just one set of connections.” As a result, business enterprises can pro-
vide cost-effective remote access to employees, suppliers, and partners.

“The speed and flexibility of the MPLS service is a natural progression in technology for Frame
and ATM network customers—it’s the bigger, better mousetrap,” says Tyler Coleman, Associate
Director, SBC Business Marketing.

Flexibility To Converge Networks
Core routers in an IP backbone work with MPLS technology to intelligently route data to recipi-
ents, effectively eliminating bottlenecks. Tag switching isolates one form of data from another,
allowing a large enterprise to easily categorize for video, voice, or low-priority transmissions.

“Our challenge was how to position the service,” says Winter. “SBC needed to identify the compet-
itive marketplace in new MPLS services, not just for the present but for six months and a year out.
The company also needed to quickly advise its salesforce about the benefits of the new offering.” 

Winter notes, “SBC knew our customers wanted more functionality, but we needed to under-
stand who those customers were, and what they wanted from SBC.” SBC needed to identify the
competitive marketplace in this new arena of network-based services. The company needed an
immediate short-term “go to market” strategy, and a long-term development plan. This also had
to incorporate a plan to quickly train its salesforce on the benefits and intricacies of the MPLS
technology. “One of the areas companies struggle with, especially when they introduce new tech-
nology, is how to bring the salesforce up to speed,” Patel notes. “The salesforce needs to be able
to effectively communicate key value propositions of network-based MPLS to their customers in
a way that is relevant to the customers.” 

SOLUTION
Winter says SBC turned to IBSG, capitalizing on Cisco Systems® strong presence in the enterprise
space to help it frame the competitive MPLS environment and successfully differentiate its new
service as a value-added offering. “IBSG counseled us regarding the enterprise customer require-
ments, IP portfolio strategies, potential market—its size, what it looked like inside and outside

“THIS HAS BECOME THE FASTEST GROWING DATA PRODUCT IN SBC HISTORY.” 

Mark Fishler, VP of Product Management

http://www.cisco.com/en/US/products/hw/switches/ps718/products_technical_reference_chapter09186a00800eb710.html
http://www.cisco.com/en/US/about/ac123/ac114/ac173/Q2-04/highend.html
http://www.cisco.com/en/US/netsol/ns537/networking_solutions_audience_business_benefit0900aecd8026ccd8.html
http://www.cisco.com/en/US/about/ac79/sp/overview.html
http://www.cisco.com/en/US/about/ac79/sp/overview.html
http://www.cisco.com/en/US/about/ac79/about_cisco_internet_business_solutions_group.html
www.cisco.com
http://www.cisco.com/en/US/products/hw/ps4159/index.html 
http://www.cisco.com/en/US/tech/tk652/tk701/tsd_technology_support_protocol_home.html
http://www.cisco.com/en/US/tech/tk436/tsd_technology_support_category_home.html
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traditional SBC territory,” he says. “They were helpful in framing the overall business opportu-
nity for us, both current and future.”

Based on its global expertise in network technology, IBSG helped SBC build a business plan
based on a realistic sizing of the market and, within that market, the preferences of large-enter-
prise customers in terms of different features and bundling capabilities. Offering MPLS and IP
telephony as a package, for instance, often is far more valuable to an enterprise client than
MPLS alone. IBSG also helped formulate a financial analysis, developing revenue projections 
for new MPLS services, and analyzed the competitive landscape, identifying the strengths and
weaknesses of key SBC competitors.

To Market ... Fast 
“IBSG was able to give us real-world examples we could use to understand the business prob-
lems we would be facing, and the adapted knowledge of features and flexibility made us success-
ful,” Winter says. “Looking at the models the IBSG team created for us, what became clear to
me and my management team was that we needed to get to market as quickly as possible. Using
that data, we pressed forward with our factory peers to get this product out to market as fast as
we could. It also allowed us to offer a product feature set needed to meet customer expectations
day one. It was the right move. That’s why we’ve been as successful as we have. This is the first
brand-new data service that we rolled out day one on a domestic U.S. basis. We went to all 48
contiguous states at once.”

At the same time, IBSG helped SBC compare its business processes with peer companies across
the globe, identifying potential bumps in the MPLS business road that could be avoided. “We
began reworking our business processes,” Winter says, “automating things where we could and
creating scale as early as possible so that, as we sell to our customers, we’re able to serve them 
in a timely fashion.”

SBC aggressively trained its salesforce, educating them about the benefits of Network-Based
Virtual Private Network (NVPN) in terms of functionality, cost-effectiveness, ease of integration,
and added security. SBC used data provided by IBSG to educate its salesforce not only on the
technology, but to understand the benefits, cost-effectiveness, and ease of integration that this
technology afforded its customers. They were also trained on how this platform could provide
the basis of future development and value to customers. To facilitate collaboration between the
SBC and Cisco salesforces, as well as to educate them on the customer value propositions, the
SBC/Cisco alliance team hosted awareness events across the country.

“Part of the beauty here is the simplicity of the service,” says Coleman. “Customers set the ToS
type of service(ToS) bit, send the packet, and we take care of it across the network from there.
They have the flexibility to use multiple Layer 2 technologies and multiple Layer 3 technologies.
It can be as simple or complicated as the customer wants, and the network does most of the
heavy lifting.”

“WE HAVE QUICKLY RAMPED THIS SERVICE UP AND WE CONTINUE TO HAVE A GREAT

SALES FUNNEL, ADDING CUSTOMERS DAILY.” 

Burt Winter, Executive Director, Product Management

http://www.cisco.com/en/US/netsol/ns340/ns394/ns165/ns268/networking_solutions_package.html
http://www.cisco.com/en/US/netsol/ns340/ns394/ns165/ns268/networking_solutions_package.html
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BUSINESS RESULTS
After careful market and technological analyses, SBC launched its PremierSERV NVPN early in
2004 and in the first 18 months added hundreds of millions of dollars in total customer contract
value. The product has grown at a month-over-month growth rate of over several hundred per-
cent. This would give it a compound annual growth rate (CAGR) of over 26,000%.   

“We’re looking at adding more IP service bundles built around technology like Cisco AVVID 
and Cisco ISR routers,” Winter says, “all of which are ‘very complementary to our network
service.’” He adds that SBC will continue to grow NVPN beyond the company’s domestic U.S.
presence and plans to go global over the next 12 to 24 months.

“We have quickly ramped this service up and continue to have a great sales funnel, adding many
different sizes of customers from two or three locations up through several hundred locations,” 
he says. “The information we learned from IBSG has helped us plan for addressing the needs 
of many different market segments. We’ve been able to develop a plan to address the initial 
market push and continue on through our development of new features, and on into our 
plans for global growth.”
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MORE INFORMATION
The Cisco Internet Business Solutions Group (IBSG) is a global consulting team that helps customers transform their organizations by
strategically applying advanced technologies and business process innovation. A unique combination of industry experience and
business and technical knowledge enables IBSG consultants to serve as trusted advisors to many of the world’s top organizations.

For further information about the Internet Business Solutions Group (IBSG), visit http://www.cisco.com/go/ibsg

http://www.cisco.com/en/US/netsol/ns498/networking_solutions_sub_solution_home.html
http://www.sbc.com/gen/general?pid=1119
http://www.cisco.com/go/ibsg

