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Plumbing Supplier Unclogs Communications

Costs with Vertical

Background

During a period of rapid growth, New England’s largest
wholesale plumbing and heating distributor began a
program to expand and upgrade its communications
network across its more than 70 locations. The goal was
to leverage technology to increase efficiency and better
serve its customers.

As with many businesses, the company had a slew of
incompatible, standalone key systems at every location,
making consistent, reliable handling of customer calls

a challenge. In addition, many of the existing systems
were outdated, resulting in increased maintenance costs
and frequent service interruptions. As a critical link in its
customers’ supply chain — and as with any business —
the company could not afford to have its phone system
down for any amount of time.

EXECUTIVE SUMMARY

M Industry: Retail (Plumbing and
heating supply)

 Location: 70+ locations in Northeast

@ Employees: 1,100

CHALLENGE

@ Network and streamline
communications among 70+
wholesale locations across
seven states

¥ Increase operational efficiencies
and reduce costs

 Improve customer service

1 Replace legacy systems and
reduce system downtime

VERTICAL SOLUTION

® Wave |IP Business Communications
System

RESULTS

" Networked all phones at all 70
locations to improve call handling
and enhance customer service

= Consolidated system administration
and maintenance to increase
operational efficiencies and reduce
system downtime

B Increased customer satisfaction with
implementation of system-wide SME
hunt groups

M Reduced long-distance charges
by 40% and significantly reduced
monthly administrative and
management costs
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Solution

Understanding the many benefits and value of VolP
telephony systems, the company evaluated solutions

from several vendors, including Cisco, ShoreTel, Avaya
and Nortel. Each brought IP systems to the table that
enabled cost savings in installation and maintenance, and
that could be networked to help gain efficiencies across
stores. Only one, however, offered the industry’s only true
hybrid IP and digital platform with fully-functioning unified
communications (UC) capabilities the distributor needed —
Vertical Communications®.

Vertical's Wave IP is a cost-effective, single-server UC
system with a portfolio of “in the box" applications and
cloud-based services. One of the deciding factors to go
with the Wave IP solution was the advantage of having an
individual server at each of the distributor's 70 locations,
unlike solutions from other vendors who offered a central
server at the company's headquarters and endpoints at
the stores. If something happened to the central server,
then the whole system would go down. With Wave IP, if
a server at one store went down, not only would the rest
of the system keep running, but that store would still be
connected to it until the issue was resolved.

Another Vertical advantage was the cost savings realized
by being able to use both the company’s existing digital
and new IP phones. As a truly hybrid platform, the
company was able to maintain a consistent phone platform
across the enterprise without the expense of rewiring entire
stores or upgrading network infrastructure to support IP
phones at every location.

The Wave's built-in, feature-rich ViewPoint UC client,
which was made available to every employee, immediately
improved call handling and customer service with
embedded features including VIP call handling, call
forwarding, call recording, visual voice mail and presence
capabilities — all included in the base system. In addition,
with call reporting, business-critical data such as missed
calls, abandoned calls, length of calls and length of time to
answer a call is now available in real-time or via regularly
scheduled reports, so managers can quickly address
staffing and other issues impacting customer service.
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Results

The benefits of the Vertical solution were seen almost
immediately. Stores could now call each other via the
existing MPLS network, greatly reducing toll charges,
while long-distance costs were reduced by more than
40 percent.

The company is also saving thousands a month in
administrative and maintenance costs with the Wave

IP Global Manager application. Centralized system
management and administration is now performed from a
single location, so the company no longer needs to send
personnel out to take care of routine administrative or
maintenance issues.

Increased customer satisfaction was easily achieved
through the implementation of multi-location Subject
Matter Expert (SME) call groups via ViewPoint. With all
the company’s phones networked together, a customer
can now call into any store with a specific question about
a product, and if an SME is not available in that store, the
call is routed to a location that has one. The system also
automatically records which store the call originated from
and provides reports on which SMEs were offered the call
and who took it. This capability has greatly reduced the
number of abandoned calls, and customers are getting the
answers they need when they need them, which has had
a positive impact on sales. It has also helped the company
more efficiently staff its locations.

With the successful implementation of the Wave platform,
the company plans to implement even more features,
including pushing some Wave management tasks out to
store managers to allow them to quickly change messaging
as needed, and implementing Do Not Call lists directly on
the system.

For more information on products and
solutions from Vertical Communications®,
contact your Authorized Vertical Business
Partner, call 1-877-VERTICAL, or visit
www.vertical.com.
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