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	Overview
Country or Region: United States
Industry: IT services

Partner Profile
Microsoft Gold Certified Partner CDW has been providing IT products and services for more than 25 years. Based in Vernon Hills, Illinois, CDW employs 6,150 people across 22 offices in the United States and Canada.

Business Situation
As a member of the Microsoft Technology Adoption Program, CDW evaluates the latest technology offerings from Microsoft both for itself and for its customers. 

Solution
The Software Sales division at CDW upgraded to Microsoft Lync Server 2010 to provide better quality enterprise voice service for employees and to provide improved deployments for businesses of all sizes.

Benefits
Improved customer deployments
Reduced costs
Simplified management
Improved user experience

	
	
	“A big advantage for our customers of all sizes, particularly small businesses, is that Lync Server offers them a viable alternative to replace their PBX.”
Andrew Hitchcock, Microsoft Unified Communications Practice Architect, CDW


	
	
	
	CDW provides technology solutions for business, government, education, and healthcare. As a Microsoft Gold Certified Partner and as a Microsoft customer, CDW understands the importance of a robust, reliable communications infrastructure. In the past, the company has relied on technologies such as Microsoft Exchange Server and Microsoft Office Communications Server to keep its software technology specialists in continuous contact with customers and with each other through capabilities such as email, instant messaging, audio and web conferencing, and voice over IP connections. CDW recently upgraded the communications infrastructure of its Software Sales division with Microsoft Lync Server 2010. The company believes this upgrade will help it ease IT management, provide better voice quality, and reduce costs internally while also offering more robust capabilities to its customers.
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Situation
CDW is an IT reseller that provides technology solutions for customers in a variety of industries, including government and education. Ranked as one of the 50 largest private companies in the United States by Forbes magazine, CDW employs 6,150 people and reported approximately U.S.$7.2 billion in sales in 2009. The company’s technology specialists offer expertise in designing customized solutions, and its advanced technology engineers assist customers with implementation and long-term management of those solutions. With a just-in-time inventory model and two state-of-the-art distribution centers, CDW provides the latest technology for its customers with fast and accurate delivery, shipping approximately 2,000 custom-configured systems daily.

The Software Sales division within CDW is a group of approximately 250 employees that includes managers, consultants, and licensing specialists. “As both a customer and a partner, we strive to be aware of the technology as it evolves,” explains Andrew Hitchcock, Microsoft Unified Communications Practice Architect at CDW. CDW maintains a separate implementation of the Active Directory service and a separate domain for these users, which gives the company a chance to work with new technology before delivering it to customers.

At the core of this division’s ability to respond quickly to customers is communication. For its messaging solution, the CDW Software Sales division deployed Microsoft Exchange Server 2010, and for extended communication capabilities such as instant messaging, presence, and Web conferencing, the company relies on Microsoft Office Communications Server 2007 R2. It also uses Microsoft SharePoint Server and the Microsoft System Center family of system management products, Hyper-V virtualization technology, Microsoft SQL Server data management software, and the Microsoft Desktop Optimization Pack.

Of those 250 people, about 100 people also rely on Office Communications Server as their primary voice connection, as well as their primary conferencing tool. In addition to the enterprise voice service through Office Communications Server, some of these employees also have access to traditional telephony service through the company’s private-branch exchange (PBX).

Solution
In September 2010, as a part of the Microsoft Technology Adoption program, CDW upgraded its communications infrastructure by deploying Microsoft Lync Server 2010 to its 250-user Microsoft environment. Lync Server provides enhanced versions of the communications capabilities provided by Office Communications Server 2007 R2—presence, instant messaging, robust conferencing, and enterprise voice—as well as improvements in topology and deployment and management tools. 

To deploy Lync Server, CDW maintained much of the hardware in its current communications environment, which includes a front-end server attached to a cluster of servers running SQL Server, and an edge server. “We built our environment around what we had for Office Communications Server,” explains Hitchcock. “From an infrastructure perspective, Office Communications Server was ‘set it and forget it.’ It didn’t require much attention. Lync Server has been the same.” The main change CDW introduced in the Lync Server deployment was to provide more redundancy by using an Enterprise pool and an Edge pool for high availability. The Lync Server connects to the voice network through the Dialogic DMG4000 media gateway directly to the public-switched telephone network. “The Topology Builder and the Certification Wizard provide a much better way to deploy and configure than we had in the past. All of the critical elements are defined up front, before deployment, which saves time in the long run.”
Andrew Hitchcock, Microsoft Unified Communications Practice Architect, CDW




With the Lync Server deployment, CDW plans to change the way traffic is handled across the network. Using the new Call Admission Control capability in Lync Server, CDW can ensure a quality experience for its employees when the network is busy. Based on available network bandwidth, Call Admission Control determines whether to allow real-time communications sessions to be established. Hitchcock says, “Now we can control the amount of video and voice traffic allowed on the network and prioritize this traffic using quality of service (QoS) infrastructure for better call quality without the risk of overloading the network with high priority traffic.”  

With the deployment of Lync Server, CDW is also providing employees within the Software Sales division with new desktop IP phones and headsets. Some workers received Polycom CX600 IP desk phones, which they reported provided excellent voice quality. Remote employees can also use the Polycom CX600 phones from their home offices or other remote locations, because the phones do not require a PC connection to take advantage of voice over IP functionality provided by Lync Server. Employees can use this phone several different ways: with a handset, with a headset, or as a full-duplex speakerphone. Others were provided with Plantronics Voyager PRO headsets, which are designed for mobile professionals. Employees can seamlessly switch between calls received via Microsoft Lync and those received on a mobile phone. Both phones are optimized for Lync. The Software Sales division also deployed the Polycom CX3000 conferencing phone, which has been popular because it is easy to use and provides great voice quality for everyone in a conference room.

Lync Server provides employees with more control over call quality through built-in voice diagnostics. When trying to place a call in locations with a low-bandwidth connection, employees receive notifications through the Microsoft Lync 2010 client when call quality drops, so employees can take the appropriate action. 

Through the Lync 2010 client, CDW Software Sales division employees still have access to valuable communications and collaboration capabilities they use extensively, such as desktop sharing, that were a part of Office Communications Server 2007 R2. With the Windows PowerShell command-line interface, they can easily deploy and manage Lync Server. Employees also have access to new capabilities such as the Activity Feed, which they can use to display information about projects they are working on or what customers they plan to visit. They can also use the new Location capability to display their location inside our outside the office, so coworkers know if they are available to meet in person, and managers can see where their employees are working. 

Technology consultants use desktop sharing to demonstrate products to customers and also to help each other. For technology consultants working with customers, Lync Server provides helpful tools for planning and deployment. Consultants can use the Topology Builder to display and adjust the planned topology for a customer; it also validates the topology when customers are ready to begin deployment. They can also use the Certification Wizard to ensure that all certificates on the network are valid.
[bookmark: _M276372257][bookmark: _M275509112]“The voice diagnostics feature is very popular. In general, having that kind of feedback shows that quality is better overall. I think feedback helps to set people’s expectations, gives them a better perspective, and leaves a better impression.”
Andrew Hitchcock, Microsoft Unified Communications Practice Architect, CDW



Benefits
By deploying a pilot of Microsoft Lync Server 2010, CDW can evaluate exactly how this new technology can enhance its customers’ communications environments as well as its own. With new capabilities in Lync Server such as the Topology Builder, and with more flexible architecture, CDW can provide better service for all of its customers. Internally, it can take advantage of enhanced voice quality and better conferencing options to reduce costs. Finally, it can more easily deploy and manage a complex communications infrastructure, saving valuable time and encouraging customer confidence. The company is currently considering the possibility of an expanded deployment of Lync Server. 

Improved Customer Deployments
With Lync Server 2010, CDW can offer its customers better advice about how to plan, deploy, and improve their communications infrastructure. CDW sees an advantage in having new tools in Lync Server that makes Lync Server easier to deploy by walking the application engineer through the design process and then communicating with the servers to implement the software correctly. “The Topology Builder and the Certification Wizard provide a much better way to deploy and configure than we had in the past. All of the critical elements are defined up front, before deployment, which saves time in the long run,” explains Hitchcock. 

CDW is also excited about the possibility for small to medium-sized businesses to deploy enterprise voice through Lync Server and move away from legacy telephony solutions. “A big advantage for our customers of all sizes, particularly small businesses, is that Lync Server offers them a viable alternative to replace their PBX,” explains Hitchcock. “Before, there were too many hardware requirements for a high-availability solution, but now customers who want on-premises communications will only need two standalone servers in order to offer high-availability voice and conferencing services to their employees.” Improved virtualization options and the ability to colocate mediation servers can also help CDW reduce hardware requirements for customer deployments.

Reduced Costs
Over the next year, CDW will consider retiring some of its traditional desk phones in favor of enterprise voice. “Many of our mobile employees from the Software Sales division are using Lync all the time and don’t really get much use out of their traditional desk phones,” says Hitchcock. “Since Lync provides a more cost-effective and user friendly solution, we can now confidently retire these desk phones.”

Improvements in conferencing capabilities will help CDW reduce costs. “Being able to do things like join a conference from a meeting reminder without opening the meeting, or the ease of adding outside people to a web conference—it’s excellent,” says Hitchcock. “And general improvements in the conference setup also mean we can retire some of our hosted audio conference bridges over the next year, so we should see some cost reductions there as well.” 

Improved User Experience
CDW believes the new Lync 2010 client user interface can provide a more seamless experience for its employees and customers. “We are really impressed with the new client, especially the integration with Microsoft Office 2010,” says Hitchcock.  

Other new capabilities, such as Activity Feed and Location, are useful for providing more enhanced presence information for technology consultants at CDW. “The Location feature is very practical and usable,” says Hitchcock. “Since our coworkers travel a lot it’s nice to know who is in the office.”

With the deployment of Lync Server 2010, employees’ confidence in placing calls using enterprise voice continues to increase. At work, they have a broader range of choices when it comes to phones, with the ability to select the phone that best meets their needs for their day-to-day activities. Call Admission Control also helps CDW ensure call quality by connecting into the QoS infrastructure. And when they are placing calls from home or from other remote locations, employees receive more information about connections and corrective measures through voice diagnostics. “The voice diagnostics feature is very popular. In general, having that kind of feedback shows that quality is better overall. I think feedback helps to set people’s expectations, gives them a better perspective, and leaves a better impression,” says Hitchcock.

Other small changes in the Lync client user interface make a big difference for employees, like the improved conference setup. “We still use the Microsoft Live Meeting service in addition to Lync conferencing. In the new client, people can see much clearer what kind of meeting they are setting up,” explains Hitchcock.

CDW also sees capabilities that will enhance the user experience for its customers, such as Call Park: someone can place a call on hold from one phone, and someone else can pick up a call from another location. This capability is especially useful for customers with common area phones, where a call may come into a front desk and call recipients pick up calls from common area phones in a work room or reception area. Hitchcock says, “For example, one of our customers is a large health club. We believe Call Park is a great feature for that kind of customer, where employees tend to take calls in common areas.”

More Simplified Management
Capabilities such as Call Admission Control help simplify communications network management without requiring additional equipment. Hitchcock says, “For us, Call Admission Control is a big win. Without it, our network engineers had concerns about us using the QoS infrastructure. Now we can loop into the QoS infrastructure without an issue.”

Another improvement is the integration with the Microsoft Outlook messaging and collaboration client. “The fact that it doesn’t require a separate plug-in for Outlook anymore is so much easier for IT,” notes Hitchcock. "It just installs as part of the Lync client on the desktop, so we don’t have to worry about deploying that in addition to the client.”

CDW also believes that administrative tools such as the Windows PowerShell command-line interface will simplify management overall. For managing Lync Server, PowerShell provides powerful remote access capabilities and restricted runspaces (the operating environment where commands are processed) so that administrators can more easily manage servers in their communications environment. “I especially like how the PowerShell interface is consistent with the Exchange Management Shell interface,” says Hitchcock. “I use it more frequently than the management console.”

The CDW Software Sales division also sees benefits to customers with the new web-based control panel, which administrators and IT staff can use to manage systems from anywhere on the corporate network without having to install specialized management software. “For organizations with large help desks that need to delegate rights for different levels of operators, they will get a big bang for their buck with this capability,” says Hitchcock.

By deploying Lync Server in its current communications environment, CDW can ensure that its employees and customers have a viable, robust communications solution to help replace legacy technologies, streamline network management, and improve communication and collaboration across the board.
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For More Information
For more information about Microsoft products and services, call the Microsoft Sales Information Center at (800) 426-9400. In Canada, call the Microsoft Canada Information Centre at (877) 568-2495. Customers in the United States and Canada who are deaf or hard-of-hearing can reach Microsoft text telephone (TTY/TDD) services at (800) 892-5234. Outside the 50 United States and Canada, please contact your local Microsoft subsidiary. To access information using the World Wide Web, go to:
www.microsoft.com

For more information about CDW products and services, call 
(800) 750-4239 or visit the website at: 
www.cdw.com

For more information about Dialogic products and services, call 
(973) 967-6000 or visit the website at: www.dialogic.com
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For more information about Plantronics products and services, call 
(800) Plantronics or visit the website at: www.plantronics.com
[image: Bluetooth and hands-free headset solutions]
For more information about Polycom products and services, call (800) Polycom or visit the website at:
www.polycom.com
[image: Polycom Logo]


Microsoft Lync Server 2010 ushers in a new connected user experience that transforms every communication into an interaction that is more collaborative and engaging and that is accessible from anywhere. For IT, the benefits are equally powerful, with a highly secure and reliable communications system that works with existing tools and systems for easier management, lower cost of ownership, smoother deployment and migration, and greater choice and flexibility.

For more information about Microsoft Lync Server 2010, go to:
www.microsoft.com/lync
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