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EXECUTIVE SUMMARY 
RESTAURANT CHAIN 
● 13 0 0  l o c a t i o n s  i n  3 8  s t a t e s    
● 15 , 0 0 0 +  e m p l o y e e s  

B USINESS CHAL L ENG E 
● U p g r a d e  15 -y e a r -o l d  T D M  P B X  s y s t e m  w i t h  
I P  P B X  

● A d d  I P  u n i f i e d  c o m m u n i c a t i o n s  t e c h n o l o g i e s  
a n d  f e a t u r e s  t o  c o r p o r a t e  o f f i c e  a n d  c o n t a c t  
c e n t e r  

● L e v e r a g e  W L A N ) t o  e n h a n c e  c u s t o m e r  
s e r v i c e ,  p r o d u c t i v i t y ,  a n d  r e s t a u r a n t  s e r v i c e  

NETW O RK  SO L UTIO N 
● C i s c o  U n i f i e d  C o m m u n i c a t i o n s  f o r  R e t a i l  

B USINESS RESUL TS 
● P r o v i d e d  a l l  l o c a t i o n s  w i t h  u n i f i e d  
c o m m u n i c a t i o n s  t o  s a v e  o n  t o l l  c h a r g e s  t o  
h e a d q u a r t e r s  a n d  p r o v i d e  e f f i c i e n t  i n t e r n a l  
c o m m u n i c a t i o n s  

● E x p e r i m e n t e d  w i t h  i n n o v a t i v e  W L A N  
a p p l i c a t i o n s ,  o n e  o f  w h i c h  l e d  t o  a  r e c o r d  
n u m b e r  o f  o r d e r s  t a k e n  a t  o n e  o f  t h e  
r e s t a u r a n t s  

 
 

Fast Food Restaurant C h ai n E nh anc es C om m uni c ati ons  

Re s t a u r a n t  c h a i n  r e p l a c e d   P B X  w i t h   u n i f i e d  c o m m u n i c a t i o n s ..   

B u s i n e s s  Ch a l l e n g e  
This restaurant chain real iz ed that their Tim e D iv isio n 
M ul tip l ex ing  ( TD M )-b ased A v ay a p riv ate b ranch 
ex chang e ( P B X ) w as antiq uated, and I T m anag ers 
w ere l o o k ing  f o r an I P  P B X  al ternativ e b eg inning  in 
earl y  2 0 0 7 . The inf rastructure is p rim aril y  C isco , w ith 
C isco  C atal y st® 6 5 0 0  S eries sw itches in the co re, 
C isco ® C atal y st 3 7 5 0  S eries sw itches at the edg e, 
and redundant C isco  8 7 7  ro uters p rev io usl y  in each 
restaurant b ef o re the recent up g rade. C isco  w irel ess 
L A N s ( W L A N s) are dep l o y ed in each restaurant. 
A f ter a co m p etitiv e req uest f o r p ro p o sal  ( R F P ) 
p ro cess, the co m p any  cho se C isco  f o r their new  I P  
P B X  so l utio n, al o ng  w ith a f ul l  co m p l em ent o f  I P  
p ho nes and unif ied co m m unicatio ns g ear. 

N e t w o r k  So l u t i o n  
D ep l o y ed in M ay  2 0 0 8 , the C isco  U nif ied 
C o m m unicatio ns S o l utio n f o r R etail  so l utio n incl uded 

C isco  U nif ied C o ntact C enter E x p ress, rep l acing  an o l der A v ay a co ntact center p l atf o rm . A  C isco  
U nif ied C o m m unicatio ns M anag er E nterp rise E ditio n is the new  I P  P B X  p l atf o rm , dep l o y ed at the 
co rp o rate headq uarters w ith C isco  U nity ® v o icem ail  and v ario us m o del s o f  C isco  I P  p ho nes, 
incl uding  the C isco  U nif ied I P  P ho ne 7 9 7 5  w ith b ack l it co l o r to uch screen disp l ay  and the C isco  
U nif ied I P  C o nf erence S tatio n 7 9 3 7 G . I n the restaurants, the o l der C isco  8 7 7  ro uters w il l  b e 
up g raded so m e tim e in 2 0 0 9  to  sup p o rt v o ice o v er I P  ( V o I P ) w ith C isco  1 8 6 1  o r 2 8 0 0  S eries 
I nteg rated S erv ices R o uters ( I S R s) w ith V S E C  b undl es that w il l  hel p  sup p o rt P ay m ent C ard 
I ndustry  ( P C I ) D ata S ecurity  S tandard ( D S S ) co m p l iance.   
The C isco  resel l er p artner p ro v ides 2 4 -ho ur rem o te netw o rk  m o nito ring  serv ices f o r the restaurant 
chain f ro m  tw o  netw o rk  o p eratio ns centers o n the E ast C o ast and M idw est and added their “ U C  
M o re”  ap p l icatio n during  the dep l o y m ent. C o rp o rate users see the p ho to , co ntact inf o rm atio n, and 
titl e o f  any o ne they  cal l  either w ithin the headq uarters o r at any  restaurant. A dditio nal l y , restaurant 
rev enue and o ther m etrics are disp l ay ed o n the p ho ne, g iv ing  co rp o rate o utb o und cal l ers a w eal th 
o f  inf o rm atio n that hel p s them  p ro v ide b etter, m o re p erso nal iz ed serv ice to  internal  users.  
D uring  the dep l o y m ent, the restaurant co m p any  real iz ed that they  w anted a new  security  f eature 
cal l ed S ecure M essag ing , w here C isco  U nity  encry p ts v o icem ail  m essag es w ith an ex p ire-ab l e k ey , 
hel p ing  ensure the sy stem  co m p l ies w ith the custo m er’ s v o ice m essag e retentio n p o l icy . The C isco  
U nif ied C o m m unicatio ns B usiness U nit hel p ed the p artner sm o o thl y  im p l em ent this f eature . 
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P RO D UCT L IST 
Ro u t i n g  a n d  Sw i t c h i n g  
● C i s c o  18 6 1 a n d  28 0 0  S e r i e s  I n t e g r a t e d  
S e r v i c e s  R o u t e r s  w i t h  v i r t u a l  s e c u r i t y  ( V S E C )  
b u n d l e s  

● C i s c o  C a t a l y s t  6 5 0 0  a n d  3 7 5 0  S e r i e s  s w i t c h e s  
Un i f i e d  Co m m u n i c a t i o n s  a n d  IP  Te l e p h o n y  
● C i s c o  U n i f i e d  C o n t a c t  C e n t e r  E x p r e s s  
● C i s c o  U n i f i e d  C o m m u n i c a t i o n s  M a n a g e r  
E n t e r p r i s e  E d i t i o n  

● C i s c o  U n i t y  
● C i s c o  7 9 6 1,  7 9 7 5 ,  7 9 4 1,  a n d  7 9 3 7  I P  P h o n e s  

 

 

B u s i n e s s  Re s u l t s  
“ The unif ied co m m unicatio ns so l utio ns are a b ig  hit,”  say s the C isco  acco unt m anag er. “ F ro m  day  
o ne, w e’ v e heard no thing  b ut p o sitiv e f eedb ack  f ro m  p eo p l e at headq uarters as w el l  as f ro m  
o p erato rs in the restaurants.  The cul ture is v ery  intim ate. They  w ant to  k no w  each p artner o ut 
there in the restaurants, so  the U C  M o re ap p l icatio n is al so  b eing  v ery  w el l  receiv ed.”    
A dditio nal l y , the co m p any  has b een ex p erim enting  w ith their C isco  W L A N s. O ne trial  incl uded the 
use o f  w irel ess tab l ets in driv e-thro ug h areas during  the l unch rush. E m p l o y ees co m e o ut to  tak e 
the o rders w ith the tab l et, ev en b ef o re the car reaches the o rder k io sk . The f irst day  that it w as 
tried, the co m p any  set a reco rd f o r the m o st o rders ev er tak en at a driv e-thro ug h. 

 

 
 
 
 
 

 

 

 

F o r  Mo r e  In f o r m a t i o n  
To  f ind o ut m o re ab o ut C isco  S o l utio ns f o r R etail , g o  to :  
http s: / / w w w .cisco .co m / w eb / strateg y / retail / index .htm l  
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