Pioneer

State Mutual
Insurance
Company

Real People

Pioneer State Mutual is a

leading insurance company,
serving Michigan residents for 100
years. They needed to replace a
14-year-old communications
solution with a state-of-the-art
unified communications solution
that would address their business
needs for unified messaging and
unified communications.

Real Networks

Deploy NetVanta UC Sever to

deliver Unified Messaging, Unified
Communications and much more with
an Avaya PBX to provide the dial-tone.

Real Value

Productivity and customer service have
increased. Pioneer’s 150 employees
manage all customer communications
in one place and they use unified com-
munications to provide customized
greetings to customers.

Smart
Solutions
for a
Connected
World.

Real People. Real Networks. Real Value.

Pioneer drives
customer service with
NetVanta UC Server:
simple but powerful
business communica-
tions tools.

Real People

Pioneer is a house-hold brand in Michigan.

In 2008 they’ll celebrate 100 years of serving
Michigan. Nearing ten solid decades in the
insurance business is a huge accomplishment,
but serving customers using two-decades-old
phone technology was holding their

business back.

Real Networks

Two years ago Pioneer State Mutual Insurance
Company literally outgrew their physical building
and their unified communications solution. With
a 15,000-square-foot addition to their facility well
underway, the CIO turned a critical eye to the
14-year-old phone system. Based on antiquated
technology, there was no hope of it scaling to
meet today’s — let alone next year’'s — needs.

It wa.s '[irfle to inve§t in a modern uni.ﬁed com- Tony Paris
munications solution that would deliver on :

all of Pioneer’s business communications Vice President, CIO

requirements. State Mutual Insurance
“For 14 years our phone system served us
very well,” explains Tony Paris, chief information
officer at Pioneer. “The problem was that it was
based on almost 20-year-old technology. The
company was growing, but the system wasn't
scaling.” After consulting with the IT staff and
management team, Paris decided to make a
forklift upgrade — in other words, to remove the
existing phone system and network entirely and
buy a totally new unified communications solu-
tion. It was clear to Paris that his challenges were
not unique to the insurance industry. Paris and
his team decided to get educated on unified
messaging and unified communications and
began researching which solutions were
being used successfully in insurance and
other industries.

“You want the bottom line
on NetVanta UC Server®?

If I took it away from the

employees right this min-
ute, my phone would be

ringing off the hook.”



Real Solutions

Paris invited value added resellers (VARSs) to

present new communications solutions. They looked
at Nortel®, Mitel®, SBC®, Cisco®, Avaya® and others —
eight in total. The choice came down to two: Cisco and
Avaya. Daniel Janer, vice president of sales and market-
ing at Teoma Systems, was one of the VARs

that presented a solution.

“The battle came down to Cisco® plus their
unified messaging, and AVAYA® plus NetVanta UC
Server to deliver unified messaging and unified com-
munications,” explains Janer. And historically, Pioneer
was an all-Cisco shop. “We showed Tony and his team
the simplicity of the NetVanta UC Server desktop client
with a self-service call-flow management and unified
email, voice mail and fax messaging. The interface was
easy to use, installation and management was simple,
and integration with Microsoft® Exchange operated
seamlessly.”

“We're really glad we decided to step up and be
wowed by unfamiliar technology,” asserts Paris. “At
the time, we didn't really understand all the benefits
of unified messaging — we really liked what we were
seeing, but we didn’t have anything to compare it to.”
The more they looked at the Avaya and NetVanta UC
Server offering, the more they liked it. “NetVanta UC
Server was a big plus in the decision to buy a PBX from
AVAYA. It was priced right and we could see the value.”

State-of-the-art Unified Messaging

and Unified Communications

Over a two-month period, Pioneer and Teoma Systems
did an overhaul. “It was a complete rip-and-replace,”
recalls Paris. “We pulled new cable at every location.
Teoma Systems installed brand new switches and
handsets, as well as NetVanta UC Server. The cutover
was seamless. We didn’t lose any productivity on the
go-live day. Teoma did a fabulous job!”

Employees of Pioneer have been using NetVanta UC
Server for just over two years now. Using the product’s
intuitive unified communications tools, employees are
able to determine and control the flow of calls to their
extension. Designed for non-technical users, employ-
ees are able to quickly create and update their call
scripts and messages based on caller ID, time of day,
Microsoft Outlook contacts or contact groups.

Unified Messaging Proves its Worth

The tool that really resonates with employees is
NetVanta UC Server’s unified messaging. Employees
have access to all their voice mail and fax messages
right in their Microsoft Exchange® inbox. Employees
manage all their communication and message types
from the device of their choice. Most of them listen to
voice mail on a softphone while at their desks, but they
could use their handsets if necessary and do use cell
phones when they’re mobile. They can even play email
messages over the phone using NetVanta UC Server’s
text-to-speech (TTS) capabilities. As a result, employ-
ees can work effectively and efficiently from anywhere.

“I don’t know anyone in the building who
actually uses his or her handset to check voice mail,”
says Paris. “To tell you the truth, I'm not sure that I
even remember the number to dial voice mail any-
more!” Paris believes that employees gradually stopped
using handsets because NetVanta UC Server’s unified
messaging is so simple, intuitive and convenient.
“People live in their email,” explains Paris, “So, what
good is a flashing light on a handset? NetVanta UC
Server has been easy for our IT staff to deploy and
maintain on-site. It’s easy to train employees. And once
people use it, they don’t want to go back to what they
were using before,” he adds.

Connecting with Customers

on Their Terms

This year, to better serve their customers, Pioneer
spread out geographically within Michigan. The 25
remote employees are all using NetVanta’s self-service
call-flow management tools and unified messaging
installed by Teoma Systems. “The remote workers
swear by NetVanta UC Server,” says Janer. “They’re a
hundred miles away but look and feel like they’re just
down the hall at head office.”

Good customer service and what it means to a
business’ bottom line is sometimes hard to quantify,
but customers know when they experience it. Unified
messaging is visual. Employees can see who's sending
them a fax, who's sending them an email and who has
left them a voice mail. This gives employees the infor-
mation they need to make intelligent decisions and
prioritize their responses.

“The fact is our decision to invest in NetVanta UC
Server was purely based on our need for a produc-
tivity enhancement tool,” says Paris. “When we saw
NetVanta UC Server demonstrated, well, we just got it
and had no doubt that we'd see productivity gains. And
really, the incremental cost was marginal when taken
in view of the full system upgrade. We haven’'t been
disappointed in our decision.”

NetVanta UC Server is a Keeper

“The support from Teoma and ADTRAN has been
outstanding. Quite frankly, we’'ve had so few problems
we haven't had to make many calls,” explains Paris.
“ADTRAN stands behind the product. And I think it’s
an easy product to stand behind because it is a good
product. Being the CIO of a company, you hear all the
sore points about your applications. When I'm pay-
ing the bills that’s when I judge products. I have some
products in here that absolutely delight people. I also
have some that are not quite so well received. In gener-
al, we have really good applications; however, when it
comes to NetVanta, that’s one I know delights people,”
confides Paris. “You want the bottom line on NetVanta
UC Server? If I took it away from the employees right
this minute, my phone would be ringing off the hook.”

Copyright ©2010 ADTRAN, Inc. All
rights reserved. ADTRAN believes
the information in this publication
to be accurate as of publication
date, and is not responsible for
error. Specifications subject to
change without notice. ADTRAN
and NetVanta are registered
trademarks of ADTRAN, Inc. and
its affiliates in the U.S. and certain
other countries. All other trade-
marks mentioned in this document
are the property of their respec-
tive owners. Five-year warranty
applies only to products sold in
North America.

ADTRAN products may be
subject to U.S. export controls
and other trade restrictions. Any
export, re-export, or transfer of
the products contrary to law is
prohibited. For more information
regarding ADTRAN's

export license, please visit
www.adtran.com/exportlicense

EN1360A February 2010




