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CUSTOMER SUCCESS STORY

AMERICAN WEST WORLDWIDE EXPRESS GAINS VISIBILITY WITH CISCO
IP COMMUNICATIONS SOLUTION

By replacing disparate telephony and data systems with a secure, unified, IP-
EXECUTIVE SUMMARY T . . .
based communication infrastructure over a network built with Cisco

CUSTOMER NAME equipment, American West Worldwide Express is experiencing increased
American West Worldwide Express employee productivity, reduced telecommunication costs, and substantial
INDUSTRY gains in customer satisfaction.

Transportation

BUSINESS CHALLENGE BUSINESS CHALLENGE

* Enhance productivity and increase Headquartered in San Luis Obispo, California, AcariWest Worldwide Express is a

SIS SRS (Calelie GEEieS transportation company with more than 200 emplogeesregional offices in California,

¢ Use technology to improve business
processes while maintaining personal ) ) o _ ] )
relationships with customers retail stores, with divisions focusing on air fieigsmaller or less-than-truckload shipments,

Texas, Illinois, and Ohio. American West specialiretransporting manufactured goods to

* Create a reliable, available, and special commodities, and logistics.
scalable voice and data network

NETWORK SOLUTION

¢ Cisco end-to-end voice and data
solution delivered by service provider move merchandise through the supply chain, whie ptoviding real-time information to

Covad, a Cisco Powered Network their customers. This can be achieved by usingigie technology and providing superior
Program member

BUSINESS VALUE

¢ Reduced monthly telecommunication “Our customers expect us to transport their gooai® fpoint A to point B in like condition, in
costs by 30 percent

The transportation of goods is vital to all bussess and the most successful transportation
providers are those that are able to effectivelpage the details and logistics necessary to

customer service.

a timely manner—and give them status on their shipptreoughout the process,” says Curt
* Helped enable effective

o . Scott, vice president of Information TechnologyAaterican West Worldwide Express.
communication and collaboration

between employees and customers “Every day, American West employees are contaatigjomers, scheduling deliveries, and
- Gained customer accessibility and communicating with fellow employees in remote lomas. Our success depends on access to
increased profitability by focusing on a reliable telephone and data system.” Americant'd/geal is to build long-term

the core business . . L . . .
relationships and gain higher access to its retatomers. To meet this challenge, they

needed a telephony and data system that would suyese new and growing demands.

American West had several different phone systesiklar plans, paging systems, and long-distaaceges in its various locations—and
none were connected. When a customer contactéddbeect service center, American West had no twagystematically forward the call.
Instead, the customer was asked to call back. Ealelsperson was assigned several contact numhbealjng that customers and vendors
often had to manage a lengthy list of numbers.

Meanwhile, American West's monthly telephone andntemance fees were increasing, while productiwiass decreasing. “With different,
noncompatible data and telephony systems in eagttibm, our IT department spent most of its timeiseég each telephone and network
system—rather than concentrating on our core busihesys Scott.

To increase visibility and availability with its stomers, American West recognized the need foifeednreliable, secure, scalable, and more
cost-effective communications system. “Our teleghand network system has to be reliable, so thatwatomers will trust us with their
livelihood, as well as scalable, to grow the waygsew,” says Scott.
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NETWORK SOLUTION

American West enlisted Covad to help it find a fiolu Covad uses Cisco Systénesjuipment to provide converged voice and dataEsto
small and medium-sized businesses (SMBs) nationwidead, whose network and call-pattern analysts developed by its certified dealer,
PJP Datacomm, Inc., recommended that American Wesge to a hosted IP Communications platform to ftalpify communications,
improve employee collaboration throughout the oizgtion, and reduce monthly costs.

Initially, Scott had concerns about the quality agiéability of IP Communications, and the perceptdf IP Communications as a large-
enterprise solution. After listening to an IP phaleeonstration, talking to references, understanthie cost- savings analysis, and realizing
that Ciscé equipment would control the voice quality, Scétbse Covad's hosted voice service.

PJP Datacomm, a Covad-certified partner, designddretalled the new American West IP Communicatisolution using Cisco network
routers, switches, and IP phones. PJP Datacomnueigsed a converged infrastructure that couldyeasihnect to Covad’s voice over IP
(VolIP) services. American West now enjoys a reéatiinverged voice and data solution, at a moredxfde price.

“The Cisco and Covad solution was ideal for Amaritdest because of affordability and ease of implgat®n,” says Erroll Marchais, vice
president of PJP Datacomm, Inc. Covad takes adyamfiCisco products in its infrastructure, inchglB0 Cisco IP Phone 7960s and IP
Phone 7940s, 15 fax machines, 40 virtual fax nuskzerd a set of IP Communications solutions, irolgiCisco Unity Voice Messaging,
Cisco MeetingPladefor rich-media voice and Web conferencing, and@€i8allManager for call processing. For securityposes, PJP
Datacomm designed and installed one physical n&twiih two logical networks across the American Wastem. Cisco Catalysinline
power switches manage and optimize network bandtwislso, because Covad controls private branchaxgé (PBX) functionality,
American West's PBX was replaced with a Cisco muty installing a Covad T1 Circuit with a Cisc@21 Router at each location,
American West automatically had a wide area netvfdfRN) and a voice network that were transparelitliged together,” says Marchais.

MANAGED VOICE SERVICES

As a service provider member of the Cisco Poweretiviirk Program, Covad delivers its services oveetavork built end-to-end with Cisco
equipment, delivering the performance and religbthat American West requires over an IP netwBgkproviding Cisco IP Communications
over a managed private infrastructure, Covad camaguee voice quality from the core to the netwextge. “Cisco routers, switches, and
phones allow Covad to prioritize voice traffic owgher applications on the network, so we don’tezigmce drops, delays, or garbles,” Scott
says. “This is very important in building trustedibility, and visibility with our customers.”

By outsourcing voice and data to Covad, AmericarsMeceives enterprise-style operational efficiemeyd-to-end security, and cutting-edge
technology—uwithout having to make a significantiaditnvestment. Covad and PJP DataComm manageaddsyt network operations,
proactively monitoring the network, so that Amend&/est can focus on running its business. “Oul tmat of ownership (TCO) has
decreased, while the reliability [of our servicksp increased,” says Scott. “We no longer wornuabwesting in software upgrades and
maintenance contracts, or how to get the latestifear capability. The intelligence is in the netlw Covad gives us the highest level of
reliability and redundancy, along with the latessitfires.” Because Covad uses a private networkiremhlls, American West receives the
added benefit of enterprise-style security fotftg¢elephony calls; Covad’s standard network ségpriotects voice as well as data.

BUSINESS VALUE

With the new network infrastructure in place foeoa year, American West's return on investmentljfeven better than it had hoped for.
“The cost savings for American West has been phenai says Scott. “By unifying all of our remotechtions with one system, we reduced
our monthly telecommunication costs by more thap@&@ent. This cost savings funded our new Cisaters, switches, and IP phones
throughout the organization.”
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With Covad’s managed services network and hostedodP Communications solution, American West'altobst of ownership (TCO) for
telephony and data is greatly reduced, and therasimative time American West personnel spendsanaging and maintaining the solution is
minimized. “Anyone with a business phone knowsétae many options and additional ways to makeggswithin the system,” says Scott.
“Now, Covad makes our changes remotely. As a syst@ministrator, this is a very powerful tool.”

Most importantly, the new communication infrastruret brings all of American West together so it batter serve its customers. “Using
technology to be more personable can be considereckymoron, but American West is doing it,” sagetg “With the new voice and data
system, our service representatives identify tilertsiname on the phone prior to answering. Thigtdire enables us to respond more
personably and effectively by addressing their séeunediately.” In addition, the new, single-numbemch functionality simplifies the
process for American West customers. Each emplbgs®ne phone number where he or she can be reacfiethat number can be rerouted
if that person changes locations.

For American West, network reliability has beendluable. Before implementing the Covad and Ciscovenyed voice solution, American
West used valuable time trying to solve its coninégtissues between offices. Now, the interopezalice and data system allows employees
to focus on their customers and concentrate on mggeioduct through the supply chain in a timely mem“We are keenly aware that if we
are not available, our customers will pick up theme and call another transportation company toenteir freight,” says Scott. “It gives us
great peace of mind to know that information isessible, data moves back and forth securely, andusiomers can rely on us.”

The Cisco and Covad solution gives SMBs entersigke communication services at prices they caordff'By understanding Covad’s
capability, PJP Datacomm did an excellent job aligleing and installing a system, and training dustaff on administration and our
employees on the phones,” says Scott. “The berafitse new network infrastructure are tremendodgswe look forward to working together
[with Covad] to making changes as our business gfome says.

FOR MORE INFORMATION
To learn more about Cisco Managed Services for SMB&: http://www.cisco.com/go/ms4smb

To learn more about Cisco SMB Class Solutionst:visi
http://www.cisco.com/en/US/netsol/ns339/networkismutions_small_medium_sized_business_home.html

For more information about Cisco IP Communicatisakitions, please contact your Cisco account manage

This customer story is based on information provided by Covad Communications and American West Worldwide Express, 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.
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