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achieving business excellence 
with a services strategy

Welcome to the first edition of Cisco Services Perspectives. Our focus 
on services solutions and approaches will help you solve today’s 
business challenges and maximize your technology investments.

I speak regularly with business leaders throughout the Americas, 
and find they are usually searching for the same things. They 
want to ensure their investments are driving strategic business 
outcomes.  They want to maximize their technology solutions 
by harnessing the intelligence and analytics capabilities of their 
services solutions. And they are looking for trusted advisors who 
can show demonstrable results today, while laying the foundation 
for a profitable future. 

This publication highlights the insights, guidance, and resources 
that help achieve these important goals. 

In this inaugural edition, you will receive best practice advice on 
private cloud development (page 13) and remote management 
(page 12). You will get the latest insight on collaboration 
approaches (page 10) and an industry in transition (page 14). 
You will also hear from leaders like Coca-Cola Bottling Company 
Consolidated (page 3) and US Signal (page 8), who are using 
Cisco Services to take their companies to new heights. 

We look forward to helping you plan, build, and manage your 
technology investments, and welcome the opportunity to discuss 
your business opportunities and strategic goals.

Sincerely,
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Sowing the seeds  
of collaboration
how Coca-Cola bottling Company 
Consolidated is improving the collective 
efficiency of its workforce.
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above CIO Onyeka Nchege 
(left) discusses tablet-based 
collaboration solutions with  
team member Shawn Hodges
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The seed was planted 30,000 feet 
above ground. A dozen executives 
from Coca-Cola Bottling Company 
Consolidated (CCBCC) had just flown 
to Mobile, Ala., for a quick meeting 
with local sales reps. On the return 
flight to Charlotte, N.C., the company’s 

vice president of sales mentioned how 
time-consuming and costly the trip had 
been for such a short meeting. Sitting 
next to him was Onyeka Nchege, CIO 
of CCBCC, who seized the opportunity 
to germinate an idea among his peers.

“If we had video conferencing,” 
Nchege said mid-flight, “we could 
slash the time and cost of travel.”

The seed has been growing ever 
since. 

The nation’s largest independent 
Coca-Cola bottler, CCBCC makes, 
sells, and distributes $1.4 billion in 
beverages each year. Through five 
production plants and 47 distribution 
centers, the company sells 14,700 
cases every hour, or four cases per 
second. 

“In such a high-volume business, efficiency 
is absolutely critical,” says Nchege. “And 
efficiency starts with people.”

CCBCC’s workforce—its sales staff in 
particular—was relying heavily on email 
and in-person meetings to coordinate 
their efforts. According to Nchege, 
the former lacks the timeliness 
and intimacy of interpersonal 
communication. And the latter is costly, 

especially when your business is 
spread across nine states and dozens 
of locations.  

Nchege wanted a better way to 
disseminate information. He sought to 
reduce the company’s dependence on 
in-person meetings. And he aspired 
to improve communication within the 
company, and with customers.

“With a solid network and technology 
infrastructure, we have a toolbox for 
collaboration,” Nchege explains. “We 
just needed to add some tools, and 
leverage them in ways that enhance 
operational efficiency.” 

CCBCC had dabbled with collaboration 
technologies in the past. But they were 
largely one-off solutions based on 
situational requests, and were never 
used broadly or consistently.

“We needed a holistic collaboration 
strategy,” says Nchege.

Identifying collaboration use 
cases

Because Cisco had helped CCBCC 
establish its technology infrastructure, 
Nchege figured the company could 
also help with its collaboration strategy 
and planning.

“Cisco does more than networking,” 
Nchege notes. “We asked them to help 
us with collaboration at a high level.”  

Cisco Services did just that. 
The first step was working with 
CCBCC business groups—through 
workshops, surveys, and interviews—
to understand their challenges 
and goals. Cisco collaboration 
experts examined CCBCC’s 
organizational structure, processes, 
and communication patterns. 
They analyzed how information 
is distributed, both internally and 
externally. And they identified a 
variety of opportunities for improving 
the company’s communication and 
coordination.

“We never talked about products; we 
talked about capabilities,” says Mark 
Eggleston, Collaboration Solutions 
Architect and Strategist for Cisco 
Services. “We fleshed out ten use 
cases, and then prioritized them 
based on the anticipated business 
value and impact.”

“Cisco gave us a number of ideas to 
consider,” Nchege confirms. “This 
isn’t our area of expertise, so we 
relied heavily on their knowledge 
and experience. It’s great to have 
a partner that is always there, and 
always willing to bring business-level 
strategy and thought leadership to 
the table. We couldn’t have done it 
on our own.”

enabling sales efficiency 
with tablets and video

CCBCC is in the process 
of implementing its holistic 
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above After successfully 
implementing video con-
ferencing and tablet-based 
solutions, CIO Onyeka 
Nchege and team member 
Jacob Paris Fogle (right) 
look to social media 
platforms for additional 
efficiency and collaboration 
opportunities

collaboration plan, starting with 
the highest value use cases. The 
company is utilizing immersive video 
conferencing and tablet devices to 
improve the efficiency of its  
sales force. “Sales enablement has 
been a priority,” says Nchege. “Our 

sales executives, regional sales 
managers, and sales reps are spread 
out across a wide area, but we’re 
bringing them closer together with 
video and tablets.”

Video conferencing systems have 
been installed at CCBCC’s corporate 
headquarters as well as seven 
regional sales and manufacturing 
hubs. Sales teams use them daily 
for planning, forecasting, and other 
activities, and supply chain teams use 
them to coordinate operations across 
multiple locations.

“Adoption has been excellent,” 
Nchege reveals. “If you look at 
our video conferencing schedule, 
it’s filled every day. Our teams are 
working together more effectively, 
and we’ve greatly reduced the cost 
of travel.”

CCBCC has also armed its 
salespeople with tablet devices that 

contain a sophisticated business 
intelligence dashboard and video 
collaboration capabilities. Sales 
executives can push relevant 
information to the reps at any 
time, and reps use the tablets to 
interface with their managers, their 

customers, and the company’s 
operations personnel.
 
“In the past, our sales reps would 
take a massive binder to a customer 
meeting, containing pages and 
pages of product details and forms,” 
Nchege recalls. “Now they have 
everything at their fingertips, from 
sales tools to real-time inventory 
details to customers’ purchasing 
history.”

CCBCC plans to extend its video 
conferencing and mobility capabilities 
in the coming months, and will also 
explore digital signage and social 
collaboration platforms. They will do 
so with the help and guidance of a 
trusted advisor.

“I consider Cisco Services an 
extension of my team,” says 
Nchege. “I’m very grateful for their 
partnership.”
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left A high-volume 
business, CCBCC 
sells 14,700 
cases of Coca-Cola 
products every hour, 
or four cases per 
second

To sign up for a complimentary 
collaboration assessment, 
subject to qualification, and 
to download a Collaboration 
Services Brief, visit: 
www.ServicesPerspectives.com

Collaboration assessment
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The smartphone revolution, incited by the iPhone and 
stoked by its competitors, has moved high capacity 
data capabilities to post position in the carrier market. 
While carriers battle their capacity constraints, apps that 
demand and devour data are now the norm. What is the 
logical next step for companies with size and scale that 
must deliver consistent access and data consumption 
experiences? Wi-Fi. But it’s not as simple as it seems.

“We have witnessed the rise and cementing of the data 
consumption culture,” says Bryon Davis, Senior Vice 
President, Wi-Fi Strategy and Operations at Mobilitie, a 
telecommunications infrastructure provider whose core 
competencies include Wi-Fi, DAS, Small Cell, and other 
cellular solutions. “Wi-Fi is a key component in solving the 
data capacity challenges that come from our unrelenting 
thirst for apps. But most users don’t understand the 
difference between a hot spot at a local coffee shop and 
the complexity of carrier-grade Wi-Fi. They want the same 
experience regardless of where they are connecting. And 
it’s our job to design, deploy, and operate comprehensive 
wireless solutions that address that demand.“

the mgm Resorts environment

MGM Resorts International can have up to 120,000 
concurrent users on its guest network at any given time. 
Delivering a consistent guest experience with that capacity 
is nothing short of what Davis terms, “a herculean task.” 

Specifically, the network must enable four core 
capabilities. First, guests must be able to have one 
experience from property to property, requiring 
auto authentication, which simplifies the consumer 
experience as well as MGM Resorts’ ability to 
communicate with those consumers. Second, 
integrated mobile applications need to support 
indoor wayfinding for better navigation and location-

enabling 
the data 
consumption 
culture

With the upsurge in 
mobile data consumption, 
mgm Resorts 
International, mobilitie, 
and Cisco unite to build a 
Wi-fi network that goes 
beyond connection to 
transformed engagement.
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based marketing. Third, Wi-Fi-
enabled personalization is required to 
deepen consumer engagement. And 
finally, Wi-Fi must help marketing 
teams communicate with guests, 
deliver specialized offers, and shape 
the property experience. 

In Davis’ view, satisfying those 
demands within a complex 
environment requires thought 
leadership. It requires the right 
partners that share the vision and can 
build, manage, and operate a carrier-
grade network. With that thought 
leadership and partnership in place, 
what begins as ideas or concepts 
comes to fruition, and a company with 
the size and scale of MGM Resorts can 
use Wi-Fi to move beyond connection 
to transformed engagement.

“Strategically, MGM Resorts and Mobilitie 
saw an opportunity in how Wi-Fi was 
evolving,” notes Davis. “John Bollen, 
Senior Vice President and Chief Digital 
Officer at MGM Resorts, defined the 
company’s vision, but it was definitely 
a meeting of the minds in terms of our 
common objective to take the technology 
to the next level.”

Cisco joins the meeting of 
minds

Cisco was brought in as part of 
the thought leadership triumvirate 

because of its unique ability to share 
and contribute to the vision around 
MGM Resorts’ Wi-Fi opportunity. 
Bollen made a strategic decision 
early on to deploy a guest-facing 
network that was distinct from the 
corporate network to allow for the 
flexibility and freedom to experiment 
and innovate. The Cisco Advanced 
Services group was a valuable part 
of the broad-based team required 
to bring the company’s complex 
system online. And MGM Resorts 
and Mobilitie continue to rely on 
Cisco to push the boundaries of 
what the network can do each and 
every day.

The 2013 Consumer Electronics Show 
(CES) is a perfect example. MGM Resorts 
wanted to feature its blue dot tracking 
indoor navigation at Bellagio, one of its 
Las Vegas properties. The Cisco team 
was able to integrate this capability 
quickly into the commercial-grade guest 
network to support the debut.  

“MGM Resorts has caught the 
attention of the entire hospitality 
industry with what it’s doing with 
Wi-Fi,” says Davis. “Ongoing 
customization and constant evolution 
will continue to drive differentiation 
for the company, as we modify the 
network to meet new demand and 
capacity requirements.”

What the future holds
Davis believes that John Bollen’s vision 
for a separate guest network launched 
a burgeoning trend. With more freedom 
as a result of fewer corporate controls, 
guest networks can support device 
diversity and app intensity. 

While Mobilitie plans to continue to 
partner with Cisco to evolve MGM 
Resorts’ dedicated Wi-Fi network, 
Davis also sees additional opportunities. 
“There are most certainly other visionary 
companies out there that share MGM 
Resorts’ spirit of innovation and want 
to explore the opportunities presented 
by Wi-Fi,” he says. “As we continue to 
partner with Cisco, we see a definite 
need to develop different network models 
that serve different venue types. It’s our 
goal to translate our pioneering work with 
Cisco and MGM Resorts to help other 
companies move beyond connection to 
transformed engagement.”

For the Six Essential Steps to 
Enterprise Mobility whitepaper, 
and an overview of Cisco SP 
Wi-Fi plan, build, and proof-of- 
concept services, visit: 
www.ServicesPerspectives.com 

enterprise and service 
provider mobility
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US Signal has always been a 
pacesetter when it comes to 
technology adoption and customer 
service. With 14,000 miles of long haul 
fiber and 1,200 miles of metro fiber, 
the carrier’s optical network is one of 
the largest and most advanced in the 
Midwestern United States. In addition, 
its user support is unparalleled, 
with customer calls answered in 
30 seconds or less by a highly 
qualified maintenance technician who 
immediately troubleshoots any issue.

“We are laser focused on delivering 
the best quality network, the best 
operations center, and the best 
customer service in our region,” 
says Dave Wisz, Vice President of 
Operations at US Signal. “That means 

staying ahead of the technology 
curve and finding new ways to 
support our customers.”

The company was established in 2000 
with the vision of becoming a full-service, 
fiber optic provider offering carrier-
class service to carrier, wholesale, and 
retail customers. From 2004 to 2006, 
US Signal released a series of new 
products, including Internet Access, 
Colocation Services, and Multiprotocol 
Label Switching (MPLS), transforming 
the company into a premier provider 
of data networking services. In 2008, 
Virtual Ethernet Service was introduced, 
a comprehensive, monitored, layer 2 
offering that could connect multiple 
customer locations across a wide area 
network.

“US Signal is an innovator,” says Don 
Sant, Segment Director for Cisco 
Services. “They were one of the first 
carriers to offer 100 Gbps virtual 
Ethernet services, and they continue 
to push their capabilities forward on 
behalf of their customers.”

If customer satisfaction is any 
indication, it’s working. US 
Signal maintains industry-leading 
customer loyalty and retention 
year over year. According to 
Wisz, this type of success—amidst 
ongoing business evolution—can 
be attributed to the dependability 
and quality of the company’s 
operations, from its services and 
customer support to its network 
and infrastructure technologies and 

the evolution of 
an innovator 
With the help of a close-knit partner, US 
Signal is expanding its renowned carrier-
class network business and reaching for 
the clouds.

SERVICES PERSPECTIVES
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the partners that help plan, build, 
and manage them.   

“We’ve partnered closely with Cisco 
over the years in order to grow 
homogenously,” says Wisz. “Our 
network and infrastructure are almost 
entirely made of Cisco gear, which, 
along with the close relationship we 
have with Cisco Services, delivers 
better stability and consistency—for us 
and our customers.”

A unique relationship

Randy Herlein, Senior Transport 
Engineer for US Signal, says the 
relationship his company has with 
Cisco is anything but ordinary.

“Cisco Services helps us do what we 
do every day,” says Herlein. “I don’t 
just consider them a partner; I consider 
them friends. It goes beyond the 
traditional business relationship. We’re 
on the same team, and when we win, 
we win together.”

Through Cisco Assurance Pre-
emptive Services, US Signal has 
specialists monitoring its network 
around the clock. These specialists 
don’t just wait for alerts or outages. 
They proactively analyze the network 

to identify and resolve problems 
before they occur, and to uncover 
possible optimization opportunities.

“Cisco often gives us the answer before 
we know there is a question,” says 
Herlein. “They tell us what’s about to 
happen—with our network and with 
forthcoming technologies—and we can 
adjust our development efforts and 
operations accordingly. It allows our 
engineers to be engineers instead of 
repair guys.”

These engineers, he adds, are busy 
working on US Signal’s latest business 
evolution: cloud hosting.

Reaching for the clouds

With a rock solid network and 
computing infrastructure in place, US 
Signal is in the process of leveraging it 
in new ways. Tapping the expertise of 
its close-knit partner, the company is 
developing a range of cloud offerings 
that will complement its carrier-class 
network services.

“Extending our Cisco backbone and 
high-availability network to the cloud 
is a natural evolution of our business,” 
says Stephen Oyer, Executive Vice 
President of Sales at US Signal. “This 

is a new area for our company, and 
we don’t have all the answers. So 
we’re relying heavily on Cisco’s cloud 
expertise, not only with the technology, 
but with go-to-market strategies and 
best practices.”

US Signal already offers Infrastructure-
as-a-Service (IaaS), and is developing 
cloud-based hosting and Disaster-
Recovery-as-a-Service (DRaaS) 
capabilities. Company executives 
foresee application and managed 
service offerings thereafter.

“We have an opportunity to be a 
one-stop-shop for network and 
compute services,” says Oyer. “Like 
everything else we do, we want these 
to be top-notch services that deliver 
exceptional value and reliability for 
our customers. Cisco continues to 
provide guidance and support as our 
business evolves.” 

For a video and portfolio 
overview of Cisco Network 
Assurance services, visit: 
www.ServicesPerspectives.com 

Network assurance 
services
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For generations, business was conducted in person or over 
the phone. Employees would collaborate within their office 
environment. They would travel to meet with customers. Or 
they would connect via telephone. 

It was a simpler era of eight-hour workdays and a clear 
separation between office and home life. And then, email 
changed everything.

With the shackles of time and location removed, opportunities 
for collaboration and communication mushroomed. People 
started working from home, on the road, and at coffee shops. 
They were able to communicate across great distances, 
quickly and without regard for time of day. 

“Email transformed global business,” says Hans Hwang, 
Vice President of Collaboration Strategy and Services  
for Cisco Services. “But in many ways, business is 
outgrowing email communication, which was never 
designed to support massive files or large forums. And 
it doesn’t provide the ability to share context, visual 
clues, or emotions, which are critical for effective 
communication.”

According to Hwang, we’re nearing the next evolution, if not 
revolution, of business collaboration.

Complexity meets opportunity

With email, long-established business boundaries were 
expanding and changing. And they continue to do so today. 
Mobile devices, social networks, and cloud infrastructures 
have further broadened the possibilities for work-related 
collaboration. With them have come complexity, confusion, 
and at times, disorder.

SERVICES PERSPECTIVES

finding value 
amidst a 
collaboration 
revolution
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“End-users are pushing things 
forward,” Hwang says. “They are 
bringing their own devices and 
applications to the workplace, 
which can create security issues, 
sprawl, and rogue situations. IT 
teams are struggling to find a 
balance between support and 
control, enablement and risk.” 

To achieve this balance, companies 
should take a holistic view of their 
operations along with the current 
behaviors and desired experiences of 
their end-users, suggests Rob Filby, 
Director of Collaboration Architecture 
for Cisco Services. Then they must 
identify use cases that meet the needs 
of the business, its employees, and the 
customers and partners with whom 
they interact.

“If IT teams ignore collaboration solutions, 
two things will happen: they will miss 
opportunities for business transformation, 
and their end-users will move forward 
without them,” Filby explains. “At the 
same time, it’s unrealistic to adopt 
everything that end-users bring to the 
table. Companies must find compelling, 
financially justifiable use cases that deliver 
higher business value.”

He provides a fitting example. A 
prominent oil and gas company always 
has an on-site nurse at each of its 
offshore drilling rigs in case of illness or 
accident. There are certain conditions 
and injuries, however, the nurses are 
not qualified to diagnose. As a result, 

the company had to fly a doctor to 
the remote drilling rigs on occasion, 
which was costly, hindered operational 
productivity, and was often unnecessary 
from a medical standpoint.

The oil and gas company recently 
installed a Cisco TelePresence® system 
on its drilling rigs that allows doctors to 
diagnose and consult offshore workers 
remotely. For this company, worker 
safety, cost reduction, and operational 
efficiency are of paramount importance. 
The video-based collaboration solution 
is improving all three.

people, process, and 
technology

While some use cases are 
company- and industry-specific, 
most collaboration opportunities are 
horizontal in nature. Cisco Services 
delivers and supports a variety of 
collaboration capabilities, from unified 
communications and messaging to 
audio and video conferencing to 
multi-channel contact centers. Even 
social networks, crowdsourcing, 
publishing feeds, and advanced 
content management present 
opportunities for greater collaboration 
and business value.

And yet, collaboration technologies 
continue to evolve. Video and mobile 
applications, social interactions, and 
business-to-business collaboration are 
on the rise. New tools and solutions hit 
the market every day. The greatest risk, 

Hwang and Filby suggest, is focusing on 
the technology itself.

“It’s not about the technology,” says 
Filby. “It’s about people, how they 
interact with each other, and how those 
interactions can be enhanced for the 
good of the business.”

For collaboration projects to be successful, 
people, processes, and technology 
must all come together in harmonious 
fashion. This is where overarching 
methodologies and best practices 
can make the difference between a 
solution with limited impact and one 
that improves business operations and 
efficiency on a broad level.

“It’s important to have a flexible 
architecture in place that can 
support collaboration solutions. And 
it’s important to work with experts 
who understand collaboration at a 
business level, with proven use cases 
and established methodologies,” 
says Hwang. “Then it’s a matter 
of connecting people in ways that 
solve business problems, or enable 
business opportunities.”
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Wait for something to break, then 
scramble to fix it. This has long 
been the norm for those remotely 
managing their customers’ technology 
infrastructures. But it’s no longer 
enough; not with the complexity and 
strategic importance of modern IT.    

“The continual evolution of customer 
demands placed on the network to 
deliver on business outcomes has 
required an increased level of support 
from service partners,” claims IDC in a 
recent report.1 “Customer requirements 
are well beyond having the network just 
work … now the network must deliver 
on mission-critical business services, 
delivered to an SLA. To meet this 
demand, support services must also 
evolve, not just to keep pace but to 
deliver on future needs.”

Mike Flannagan, Senior Director 
at Cisco Services, agrees. “Our 
customers’ environments are more 
complex than ever,” he says. “There 
are too many systems and too much at 
stake. It takes a proactive approach to 
not only keep everything running, but to 
maximize technology investments for 
better business outcomes.”

In the past, companies often paid a 
single vendor to manage all of their 
technology systems. These end-to-
end contracts typically produced mixed 
results and higher than anticipated 
costs. As a result, many organizations 
have pursued a “multisource” model 
with a best-of-breed approach, but now 
face disorganization and confusion over 
roles, responsibilities, integration points, 
and SLAs.

“More than ever,” says Flannagan, “companies 
require aggregation from one source 
that can help orchestrate infrastructure 
management at a strategic level.” 

A global retailer, for example, was using 
Cisco technology for the network and 
another vendor’s platform for voice, but 
wanted one managed service offering, 
with SLAs focused on operational 
outcomes. Through a transformational 
program, Cisco Services helped 
the retailer implement a holistic 
management model—bringing together 
more than 200,000 phones and 90,000 
devices across 2,000 stores—and is 
now providing Remote Management 
Services (RMS) for both voice and data. 

Cisco RMS, Flannagan explains, deliver 
an “intrinsic and customized balance 
of people, processes, and tools.” The 
focus is on automation and proactive 
management that lead to palpable 
business results, whether it is greater 
efficiency, problem avoidance, or lower 
operating costs. Customers maintain as 
much control of their network as desired, 
with Cisco expertise at their fingertips.

“We bring together decades of unique 
intellectual capital with advanced tools, 
smart capabilities, and automation to 
create more value,” says Flannagan. “That 
means preemptively identifying and solving 
problems before they have an impact, 
and proactively pursuing opportunities for 
better operating efficiency.”

A major bank and investment firm, 
he points out, is utilizing Cisco RMS 
for unified communications. Because 
voice provisioning needed to change 
on a daily basis, Cisco developed 

custom software to automate the 
bank’s change management process. 
Rather than handling—and charging 
for—multiple change requests each 
day, Cisco Services proactively 
identified automation opportunities and 
customized a solution for the company.

“Cisco’s RMS allows IT managers to 
rethink or look at outsourcing in a new 
light,” the IDC report states. “By removing 
costly people and processes from the 
services engagement, Cisco is working 
to provide a faster, more effective, and 
more efficient way to deliver higher 
value services to its customers, thereby 
allowing customers to leverage their IT 
investments more strategically.”

As big data, cloud, mobility, and social 
media grow in use and importance, 
Flannagan says strategic and outcome-
based remote infrastructure management 
will become even more essential.

“Countless providers can keep the lights 
blinking,” says Flannagan. “But it takes 
an experienced partner to manage data 
center, networking, and communications 
platforms in ways that create efficiencies 
and value for the business.” 
1 IDC, “Cisco’s Continuing Services Evolution: Remote Management 
Services,” December 2012, Doc# 238664
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The Cisco® Internet Business Solutions 
Group (IBSG) recently interviewed 45 
enterprise CIOs to learn more about their 
adoption of cloud technologies. Most 
enterprises, the interviews revealed, are 
building cloud environments on their 
own, despite a lack of internal cloud 
skills, a high level of complexity, and the 
uncertainty that comes with them.

“We were surprised that most 
enterprises want to figure out the cloud 
themselves before they ask for help 
from solution and service providers,” 
says Uwe Lambrette, Director of Internet 
Business Solutions for Cisco Services. 
“It’s a learning process that leads to 
understanding and comfort.”

There can be hidden hazards along the way, 
warns Erik Vogel, Director of Data Center 
Services for Cisco Services. The architect 
of Cisco’s Domain TenSM framework, which 
helps guide and simplify data center and 
cloud transformation projects, Vogel knows 
all too well the challenges and intricacies 
of planning, building, and managing cloud 
environments. 

“People tend to view cloud purely 
through hardware and software lenses, 
but there is so much more to consider,” 
Vogel says. “Process, governance, 
security, business and IT alignment, pay-
per-use models. If companies don’t get 
all of it right, there will be unintended 
consequences.”

For example, if enterprises don’t 
implement effective charge-back and 
decommissioning policies, they will 
inevitably face virtual server sprawl.

“Provisioning servers in a cloud is so 
easy,” Vogel explains. “Without proper 

governance, internal teams will keep 
spinning up more and more servers. 
Eventually, sprawl will occur, CPU 
capacity will be wasted, and IT assets 
will be underutilized.”

Server sprawl can also cause application 
sprawl, which typically raises software 
licensing fees. As internal teams 
provision new cloud environments and 
add applications to those environments, 
they’re not always aware of the licensing 
costs they are incurring. 

Proper governance and usage policies are 
essential for any cloud environment, and 
can help mitigate server and application 
sprawl. The intent is to make sure internal 
teams only provision what they need.

“Effective charge-back policies are the 
key,” says Maurice DuPas, Director of 
Data Center and Cloud Services for Cisco 
Services. “Without them, internal teams will 
take more than they need. But if they are 
paying for assets and services, they are 
much less likely to let them sit idly.”

The balance between customization 
and standardization is also a tricky but 
necessary consideration for companies 
building private clouds. Too much user 
customization can result in security, 
administration, and cost issues. Too 
much standardization can lead to rigidity 
and an inability to meet the diverse 
needs of internal teams.

“The right balance between control and 
enablement will be different for each 
company,” explains DuPas. “This is why 
cloud and technology decisions can’t be 
made in a vacuum. They must include 
business stakeholders, and focus on 
business needs and opportunities.”

Despite a number of hidden hazards, 
Vogel and DuPas are bullish on the 
benefits of private clouds.

“Cloud technologies can be a tremendous 
catalyst for change,” says DuPas. 
“They can help companies explore new 
operating models and create additional 
business efficiencies. But every journey is 
unique.”

“Don’t try to do it all at once,” Vogel 
recommends. “Keep the end state in 
mind, but start small, achieve success, 
then do more. You’ve got to earn the right 
to grow.”

Employing the Domain Ten Framework, 
Cisco Services assists organizations 
with cloud planning, development, 
and administration. After defining the 
desired end state and overarching 
business objectives, Cisco Services 
helps create and implement a roadmap 
that brings together people, process, 
and technology. Beyond hardware and 
software expertise, companies receive 
advice and support that stimulate 
cultural and operational transformation.  

“Mistakes are common,” says DuPas. 
“We see them all the time, we understand 
them, and we know how to avoid them. 
We can help speed up the journey and 
ensure success along the way.”
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healthcare at the crossroads

The healthcare industry is undergoing 
continual and dramatic change. 
Legislation is driving reimbursements 
down. Economic fluctuations have 
impacted revenues. And patients 
have more options at their disposal, 
raising the stakes of competition. 
These factors are transforming a 
volume-based industry—historically 
focused on number of visits, tests, 
prescriptions, and procedures—into 
a value-based industry that rewards 
quality of care.

“Healthcare providers are still using 
nineteenth century processes in 
the twenty-first century,” says 
Dr. Shailen Patel, Chief Medical 

Advisor for Cisco. “In most cases, 
patients can’t get answers to 
simple questions without visiting a 
doctor’s office, clinic, or hospital. 
They are forced to fill out the same 
paperwork repeatedly. And they 
spend more time waiting than 
they do with doctors and nurses. 
This type of inefficiency places a 
tremendous strain on the clinicians 
who are struggling to deliver 
effective care.” 

Change is needed. Especially in an 
industry where costs have exploded, 
budgets and resources remain limited, 
and the pressure to improve patient 
outcomes continues to increase. 

Unfortunately, the fragmented nature 
of the industry makes widespread 
change difficult. Healthcare has 
always been a specialized discipline, 
which has led to financial, cultural, 
and operational silos. A patient may 
receive care from disparate entities, 
even within one provider. In hospitals, 
for example, the emergency room, 
maternity ward, cancer center, and 
physicians’ offices operate somewhat 
independently, instead of as a tightly 
integrated operation. 

“To have a broad impact on operating 
costs and quality of care,” Dr. Patel 
says, “change can’t happen at the 
departmental level.” 

How advanced technology and operationally-focused guidance can help bridge the gap 
between healthcare industry challenges and opportunities.
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a catalyst for change

Advanced technology can be a 
unifying force and catalyst for 
change. When aligned with care 
and treatment plans, technology 
can facilitate business and process 
integration and lead to widespread 
improvements. These improvements 
can be tactical in nature, focused on 
workflow and transaction efficiency. 
Or they can be transformational, 
impacting quality of care and 
industry economics in ground-
breaking ways.

“Virtual hospitals and virtual visits 
are a real possibility with today’s 
technologies,” Dr. Patel explains. 
“These are transformative opportunities 
that lower costs, reduce the strain on 
clinical resources, and improve patient 
experiences.”

In addition to expanding access to care, 
healthcare providers have opportunities 
to explore new patient services, new 
care plans, and new ways of doing 
business. While technology can serve 
as a catalyst, there must be alignment 
with daily operations for broad 
transformation to occur.

“Technology represents 10 to 
20 percent of the challenge. The 
other 80 to 90 percent is human 
and process related,” says Hal 
Gilreath, Healthcare Practice 
Lead for Cisco Consulting in the 
Americas. “Most discussions and 
decisions occur in a vacuum among 
technologists and financially-
focused executives. They need 
to be opened up to physicians 
and nurses, who straddle the line 
between operational efficiency and 
high-quality care every day.”

thinking big, starting small

In addition to working more 
closely with caregivers to better 
understand operational challenges 

and opportunities, Gilreath 
suggests a long-term plan with 
incremental steps. The focus of 
the plan should not be technology 
improvement or cost reduction, 
but better, more efficient patient 
experiences and outcomes.

“Many healthcare organizations are 
playing catch-up with their technology 
resources,” Gilreath explains. “But 
they need to think holistically and 
strategically about the future of their 

business, and how they will serve the 
needs of their patients. Then it’s a 
matter of preparing for and delivering 
upon the vision.”

Operations and technology 
standardization is a logical first step, 
he adds. If healthcare providers 
implement uniform processes 
and employ standards-based 
clinical applications, devices, and 
infrastructure platforms across their 
environments, they can realize cost 
and operating efficiencies. This 
creates opportunities for additional 
improvements and, ultimately, 
transformation.

None of this is easy, of course. 
Healthcare organizations must be 
dedicated to change encompassing 

not only technical capabilities, 
but also daily operations and 
longstanding cultural norms. This 
is why it’s often helpful to work 
with a services organization that 
understands and supports not 
only healthcare technologies, but 
operational, human, and regulatory 
requirements. Cisco Services 
offers an end-to-end operational 
and architectural model focused 
on healthcare challenges and 
opportunities. It includes change 

management support that helps bring 
people, processes, and technology 
together to improve organizational 
efficiency and patient outcomes. 

“Healthcare providers must be prepared 
for disruptive change, because it’s 
coming,” warns Dr. Patel. “Fortunately, 
help is available.”
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 “Virtual hospitals and virtual 
visits are a real possibility with 
today’s technologies. these are 
transformative opportunities that 
lower costs, reduce the strain on 
clinical resources, and improve 
patient experiences.”

dr. Shailen patel, Chief medical advisor, Cisco

To speak with a healthcare 
technology expert about how 
Cisco Healthcare Consulting 
Services can address your clinical 
and business challenges, visit: 
www.ServicesPerspectives.com
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TOMORROW
starts here.

Today, it’s easy to marvel at how far we’ve come.

Our phones talk to our TVs to record our favorite shows. Doctors in Estonia diagnose patients in
Denmark. Social networks help companies improve customer service.

And yet, up to now, more than 99% of our world is not connected to the Internet.

But we’re working on it.

And tomorrow, we’ll wake up pretty much everything else you can imagine.

Trees will talk to networks will talk to scientists about climate change.

Stoplights will talk to cars will talk to road sensors about increasing traffic efficiency.

Ambulances will talk to patient records will talk to doctors about saving lives.

It’s a phenomenon we call the Internet of Everything—an unprecedented opportunity

for today’s businesses.

Tomorrow?

We’re going to wake the world up. And watch, with eyes wide, as it gets to work.

#tomorrowstartshere
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