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accessing IP Telephony Readiness 

Audit, 41
accounting management, 233
adds, moves, changes, 87
ad-hoc team members (AVVID Tiger 

Team), 18–19
aliases (email), creating for team 

members, 98–99
Allred, Doug, 318
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maintaining on new network, 
334–335

 

AVVID (Architecture for Voice, Video 
and Integrated Data), 358

AVVID boot camp, 227
AVVID Tiger Team, 15

 

ad-hoc team members, 18–19
core team, 17

 

roles and responsibilities

 

, 
55–56

cross-functionality, implementing, 
23–24

engineering team, roles and 
responsibilities, 57

executive management 
sponsorship, 24–26

executive sponsor, 16

 

roles and responsibilities

 

, 53

finance track lead, roles and 
responsibilities, 62

LAN team, roles and 
responsibilities, 57–58

program manager, 17

 

roles and responsibilities

 

, 
54–55

project tracks

 

financial track

 

, 22

 

support track

 

, 21

 

technology track

 

, 19–20

 

theater track

 

, 22–23
remote field office-theater 

implementation PM, roles and 
responsibilities, 59–61

steering committee, 16–17

 

roles and responsibilities

 

, 53
support track lead, roles and 

responsibilities, 61
team lead, 17, 54
theater implementation managers, 

roles and responsibilities, 
58–59

third-party partners, 18
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backing up device files, 242–243
BAT (Bulk Administration Tool), 
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of change management, 35

 

communicating change

 

, 37

 

fostering cultural 
standards

 

, 36

 

user familiarity

 

, 38
support process, 232

 

managing support team, 229

 

Boston, Brad, 341
Bourdet, Reid, 280–282
building team cross-functionality, 

23–24
business-critical phone users, 

identifying, 100–101

 

best practices, 102–103
call center agents, 101–102

 

C

 

calculating ROI for Cisco IP 
Telephony implementation, 5–7

call flow, design considerations, 67–68
CallManager

 

monitoring network functions, 238
providing access to Tier 1 

support, 223
software upgrade checklist, 

246–249

 

CDP (Cisco Discovery Protocol), 358
CDR (Call Detail Record), 359
centralized call processing model, 41
certification, managing in support 

services, 226–227
Chambers, John, 25
Chancellor, Marisa, 104
change controllers, 254

 

role in change management 
process, 262–263

 

change management, 27–28, 253

 

best practices, 35, 274

 

communicating change

 

, 37

 

fostering cultural 
standards

 

, 36

 

user familiarity

 

, 38
change controllers, 254
change planning, 261

 

technical description of 
change

 

, 262
change readiness, 29
communication, importance 

of, 33–35, 264
documentation, importance of, 

266–267
emergency change management, 

high-level process flow, 
267–270

in operate phase, 291–292
IP Telephony Readiness Audit, 

sample assessment, 41–42
managing change, 256
network management update 

requirements, 266
Organizational Change Plan, 

implementing, 30
organizational culture, 28–29
performance indicators, 271

 

change history archive

 

, 272

 

change planning archive

 

, 272

 

metrics by functional 
group
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performance meetings

 

, 273

 

targeting change success

 

, 272
planning for change, 255
planning for future growth, 43–44
process flowchart, 254
quarter end freeze policy, 273
risk assessment, 257–258

 

identifying risk level

 

, 259
risk factor of changes, 258
role of change controller, 262–263
role of change management team, 

263–264
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role of implementation team, 
264–265

scope of change, 257
team cross-functionality, 

importance of, 14
test and validation, 259–260
testing and verification procedures, 

265–266
user familiarity, importance of, 

32–33
Voice of the Client survey, 31–32

 

change planning, as part of change 
management process, 261–262

change request forms, recommended 
information, 261

checklist for successful migration 
strategies, 344–346

 

design-related issues, 347–348
implementation issues, 348–349
optimizations, 351

 

Cisco blueprint for Success, 297
Cisco CallManager 3.2 software 

upgrade checklist, 246–249
Cisco IP Phone test procedure 

template, 203–204
Cisco IP Telephony, operational 

benefits, 2–5

 

ROI, 5–7

 

Cisco IPCC Express, 321
Cisco LAN infrastructure, 149
Cisco Planning Workshop 

Template, 86
Cisco Services and Support Blueprint 

and Checklist, 344
Cisco Unity, migration, 335

 

architecture, 338
global strategy, 336–337

 

cleanup of retrofitted components, 
285–286

communication

 

as part of successful migration, 95

 

best practices

 

, 37, 99

 

creating e-mail aliases

 

, 97–99

 

developing strategy

 

, 96

 

initiating project website, 97

 

importance of in change 
management, 33–35, 264

IP-based, implementing, 296–297

 

conducting 

 

planning meetings, 139
site surveys, 142–143

 

configuration management, 233
contact center migration strategies, 

318–320

 

benefits of, 325–327
challenges encountered, 324–325
ICM project, 320
implementation approach, 

322–324
site deployment design, 321

 

core team (AVVID Tiger Team), 17

 

roles and responsibilities, 55–56

 

corporate culture

 

change management, 28–29
fostering best practices, 36

 

CRC (customer response center), 321
cross-functionality

 

implementing in Tiger Team, 
23–24

importance of, 14

 

customer concerns, 354–356
customer service, 177–179

 

D

 

decentralized call processing 
model, 42

deinstallation of PBX hardware, 
280–281

deployment models, 41–42
design considerations, 66–67

 

call flow, 67–68
dial plans, 75–76
LAN, 70–72
needed features, 77–78
sites, 68
third-party special features, 76–77
user population, 68–69

 

design considerations
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voice mail, 79, 81
WAN, 72, 74–75
with Legacy PBXs, 67

 

developing 

 

support policies, 220
three-tier support policy, 221

 

AVVID boot camp, 227
best practices, 229
certification, 226–227
documentation, 228–229
SSM, 225
Tier 1, 221–223
Tier 2, 223
Tier 3, 224–225
training, 226

 

vendor relationships, 93

 

device file backups, 242–243
DHCP (Dynamic Host Configuration 

Protocol), 359
dial plan

 

design considerations, 75–76
evaluating engineering needs, 

42–43, 48

 

disaster recovery plans, 277–278

 

best practices, 279
resiliency and backup services, 278

 

disconnecting Cisco’s non-IP PBX, 
312–314

 

Cisco PBX decommission 
team, 314

 

disposing of nonleased equipment, 
283–284

DNS (Domain Name System), 359 
documentation

 

importance of in change 
management process, 266–267

installation information, 140
three-tier support policy 

development, 228–229

 

DTS (Defect Tracking System), 359

 

E

 

e-mail aliases, creating distribution 
lists for team members, 97–99

EMAN tool, monitoring support 
services, 235–237

emergency change management, 
high-level process flow, 267–270

employee mobility, effect on 
productivity, 311

end-user training, 147
engineering needs, evaluating

 

data infrastructure, 40–41

 

best practices

 

, 47–48
dial plan, 42–43

 

best practices

 

, 48
PBX infrastructure, 40

 

best practices

 

, 46

 

engineering team (AVVID Tiger Team), 
roles and responsibilities, 57

EPN (Expansion Port Network), 360
escalation procedures, 139
establishing project milestones, 91
evaluating engineering needs, 42–43

 

of dial plan, 42–43

 

best practices, 48

 

of network infrastructures

 

data

 

, 40–41, 47–48

 

PBX

 

, 40, 46

 

Event Viewer, 237
executing optimizations, 294–295
executive management sponsorship 

of AVVID Tiger Team, 24–26
“executive row,” converting, 103

 

best practices, 106–107
providing support, 105–106
scheduling, 104–105

 

executive sponsor (AVVID Tiger 
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roles and responsibilities, 53
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design considerations
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familiarity of users, importance of in 
change management, 32–33

FAQs, 134–135

 

support-related, 244

 

fault management, 232
fault tolerance, file backups, 242–243
file backups, 242–243
financial track (AVVID Tiger Team), 22

 

lead member, roles and 
responsibilities, 62

 

fiscal quarter end freeze policy, 273
five 9s, 240–242

 

maintaining on new network, 
334–335

 

flowchart for change management 
process, 254

fostering cultural standards, best 
practices, 36

future growth, planning for, 43–44
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Garcia, Anthony, 161
GCC (Global Call Center), 321
Gibbs, LaVeta, 318
global contact centers, migration to 

Cisco IPCC Express, 321
Gross, Debbie, 106
GTRC (Global Technical Response 

Center), Tier 1 support, 221–223
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help desk

 

Tier 1 support, 221–223
Tier 2 support, 223
Tier 3 support, 224–225

 

high availability, maintaining

 

 

 

five 9s 
on new network, 334–335

high-level process flow for change 
management, 257

 

change planning, 261–262
communication, importance of, 

264
documentation, importance of, 

266–267
emergency change management, 

267–270
identifying scope, 257
implementation team, role of, 

264–265
network management updates, 266
risk assessment, 257–259
role of change controller, 262–263
role of change management team, 

263–264
testing and validation, 259–260, 

265–266

 

high-risk changes, planning for, 257
Holloman, Marc, 236
Huegen, Craig, 151

 

I–K

 

ICCIT (Internal Contact Center IT) 
business model, 235

ICM (Intelligent Call Management) 
project, 320

identifying

 

business-critical phone users as 
part of successful migration, 
100–103

operational policy changes

 

best practices
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emergency phone lines

 

, 113

 

modem/analog policy

 

, 
111–112

 

security policy

 

, 113
operations center, 93–94
potential retrofit problems and 

improvements, 115–118
risk level of intended changes, 259

 

identifying
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IDF (Intermediate Distribution 
Frame), 360

implementation phase

 

closeout, 148
connecting to voice mail, 163
equipment, ordering, 140
escalation procedures, 139
establishing processes, 141–142
implementation team, role in 

change management process, 
264–265

installation information, 
documenting, 140

installing equipment, 143–145
LAN architecture 

standardization, 150
network acceptance letter, 

preparing, 146
phone configurations, 166–167
planning meetings, conducting, 139
power supplies, 153
prelaunch tests, conducting, 146
QoS, 151–152
Retrofit Implementation Guide, 171

 

retrofit team, staffing, 
172–174

 

risk assessment, 175
security, 154
site preparation, 141
site survey, conducting,

142–143, 164
system admin tools, 167–168
training class content, creating, 140
user training, 147
VLAN provisioning, 162–163
WAN preparations, 156

 

bandwidth

 

, 156

 

cabling requirements

 

, 
159–160

 

upgrades

 

, 157–158

 

implementing

 

IP-based communications, 
296–297

Organizational Change Plan, 30

 

importance of team 
cross-functionality, 14

installing equipment, 143–145
IP phone configuration template, 

132–133
IP Telephony customer concerns, 

354–356
IP Telephony Readiness Audit 

template

 

accessing, 41
sample assessment, 41–42

 

IP Telephony Retrofit Efficiency 
Report, 204

IP Telephony Retrofit Project Gantt 
Chart, 205–211

IP-based communications, 
implementing, 296–297

IPCC (Cisco IP Contact Center) 
migration strategies, 318–320

 

benefits of, 325–327
challenges encountered, 324–325
ICM project, 320
implementation approach, 

322–324
site deployment design, 321

 

L

 

LAN team (AVVID Tiger Team), 
roles and responsibilities, 57–58

LAN Upgrade Test Procedure, 182
LANs, 360

 

campus model, 41
design considerations, 70–72

 

LEAP (EAP-Cisco Wireless), 329
lease return dates (PBXs), 280

 

best practices, 281
deinstallation, 280–281

 

Legacy PBXs, design 
considerations, 67

lessons learned 

 

about migrating to new 
technologies, 342–344

 

IDF (Intermediate Distribution Frame)
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operations, 306
placement of equipment, 304
relationships, 302–303
strategy, 303–304
technology, 305
understanding current 

environment, 305

 

Lowers, Bill, 39, 88, 112
low-risk changes, planning for, 258

 

M

 

MAC (moves/adds/changes), 360
maintaining relationships with PBX 

vendors, 282–283
managing

 

key network functions, 232–234
support services

 

best practices, 229
certification, 226–227
monitoring tools

 

, 235–238

 

 
reporting tools

 

, 234–235
SSM, 225

 

three-tiered support model, 
230–231

training, 226
troubleshooting tools

 

, 
238–239

 

managing change. 
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management
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MGCP (Media Gateway Control 

Protocol), 360
Microsoft Event Viewer, 237
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checklist for successful migration, 
344–346

 

design-related issues, 
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348–349
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global strategy

 

, 336–337
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future of wireless network

 

, 
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ICM project

 

, 320

 

implementation approach
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322–324

 

site deployment design

 

, 321
enterprise-wide IP Telephony, 310

 

benefits gained, 311–312
project UTOPIA, 312
removal of non-IP PBX, 

312–314

 

lessons learned, 342–344
planning workshops, 84–86

 

Mike, Cindy, 318
moderate-risk changes, planning 

for, 258
Molyski, Paul, 113
monitoring tools

 

CallManager, 238
Event Viewer, 237
managing support services, 

235–237
Performance Monitor, 237

 

MTBF (mean time between 
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MTTR (mean time to repair), 361
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NAT (Network Address 
Translation), 361

network infrastructures, evaluating 
engineering needs

data infrastructure, 40–41, 47–48
PBX infrastructure, 40, 46

network management, 232–234
update requirements in change 

management process, 266
network-ready acceptance letter, 

preparing, 146
NOC (network operations center), 361
nonleased equipment disposal, 

283–284

O
operate phase

change management, 291–292
performance management, 

292–293
system management, 289–290

operational benefits of Cisco IP 
Telephony, 2, 4–5

ROI, 5–7
operations center, identifying, 93–94
optimize phase

executing optimizations, 294–295
optimization planning, 293–294

Organizational Change Plan, 
implementing, 30

organizational culture, change 
management, 28–29

P
pacing project initiatives, 90

best practices, 94–95
developing vendor relationships, 93
establishing milestones, 91

identifying operations center, 
93–94

removing obstacles, 92
working with technology team, 

91–92
PBX (private branch exchange), 361

lease return dates, 280
best practices, 281
deinstallation, 280–281

vendor relationships, maintaining, 
282–283

PDIOO (planning, design, 
implementation, operations, and 
optimization), 295

design, 298
implementation, 298
operational, 299–300
optimization, 300–301
planning, 298

performance
five 9s availability, 240–242
indicators for change management

change history archive, 272
change planning archive, 272
metrics by functional 

group, 271
performance meetings, 273
targeting change success, 272

performance management, 233
in operate phase, 292–293

Performance Manager, 237
performing site surveys, 164
Perry, Lance, 341
phases approach for successful 

migration, 86
best practices, 90
existing buildings, 88
new buildings, 88
new employees, 87
relocations, 87

phone configuration template, 
132–133

pilot testing of wireless LAN 
migration, 329

NAT (Network Address Translation)
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placement of CallManger servers, 
44–45, 49

planning
for change, 255
for future growth, 43–44
performance optimization, 

293–294
Planning Workshop Template, 

84–86, 120
applications and feature 

requirements, defining, 125–127
executive requirements and 

expectations, 120
existing network review, 122–125
planning and strategy, 128, 130
technical requirements and 

expectations, 121–122
power supplies, 153

backup, 239–240
PPN (Primary Port Network), 361
prelaunch tests, conducting, 146
preparing network-ready acceptance 

letter, 146
Proctor, Don, 341
program manager (AVVID Tiger 

Team), 17
roles and responsibilities, 54–55

Program Unity, 335
architecture, 338
global migration strategy, 336–337

Project Risk Assessment Table, 
217–218

project tracks (AVVID Tiger Team)
financial track, 22
support track, 21
technology track, 19–20
theater track, 22–23

Project UTOPIA, 312–314
PSTN, 361

Q–R
QoS, 151–152
quarter end freeze policy, 273

remote field office-theater 
implementation PM (AVVID Tiger 
Team), roles and responsibilities, 
59–61

removal of Cisco’s non-IP PBX, 
312–314

removing obstacles to successful 
migration, 92

reporting tools, 234–235
managing support services, 

234–235
responses to Voice of the Client 

survey, “must have” features, 
31–32

retrofit cleanup procedures, 285–286
Retrofit Implementation Guide, 

171, 184
adding analog phones, 191
adding IP phones, 190–191
boss/admin phone configuration, 

196–199
cutsheet requirements, 185–189
general phone information, 185
headset support, 196
IP Phone spreadsheet procedure, 

192–194
phone installation notes, 195
phone tests, 191–192
restricted phone configuration 

procedure, 195
retrofit project FAQ, 201–202
sample retrofit issues log 

report, 202
staffing retrofit team,172–174
troubleshooting Cisco IP 

Phones, 200
voice-mail only configurations, 200
wall phone wiring punchdown, 196
war room FAQ, 201

Retrofit Implementation Guide
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risk assessment, as part of change 
management process, 257–259

risk factor of changes, 258
risk management, power backup, 

239–240
Robshaw, James, 23
ROI (return on investment), 361

of Cisco IP Telephony 
implementation, 5–7

roles 
in change management process

of change controller, 262–263
of change management team, 

263–264
of implementation team, 

264–265
of AVVID Tiger Team members, 

53–62
Root, Darrell, 334
RTP (Real-Time Transport), 362

S
sample IP Telephony Readiness Audit 

assessment, 41–42
sample project schedule, 212–216
sample users conversion notice, 

130–132
scalability, planning for future 

growth, 43–44
security management, 233
selecting CallManager server 

location, 44–45, 49
server software, installing, 144–145
service requirements for success, 

297–301
Silva, Dennis, 32, 161
site survey, performing, 164

during implementation phase, 
142–143

site design considerations, 68
SMDI integration, 9

SMNP (Simple Network 
Management Protocol), 362

sniffers, 238
software

installing, 144–145
upgrading, 274–275

best practices, 277
communication, importance 

of, 276
sponsorship of AVVID Tiger Team, 

24–26
SSM (Service and Support 

Manager), 225
staffing, Tier 2 support, 223
staging tests, conducting, 143
standardization of LAN 

architecture, 150
steering committee (AVVID Tiger 

Team), 16–17
roles and responsibilities, 53

Steps to Success-IP Engagement 
Guide, 138

strategies for successful migration
communication plan, 95

best practices, 99
developing strategy, 96
e-mail aliases, creating, 97–99
project website, initiating, 97

converting “executive row,” 103
best practices, 106–107
providing support, 105–106
scheduling, 105
visual confirmation of phone 

configuration, 104–105
holding planning workshops, 84–86
identifying business-critical phone 

users, 100–101
best practices, 102–103
call center agents, 101–102

identifying policy changes
best practices, 114
emergency phone lines, 113
modem/analog policy, 

111–112

risk assessment, as part of change management process

0880FMfIX.fm  Page 374  Thursday, May 6, 2004  5:12 PM



(375)

operational security 
policy, 113

pacing the project, 90
best practices, 94–95
developing vendor 

relationships, 93
establishing milestones, 91
identifying operations center, 

93–94
removing obstacles, 92
working with technology 

team, 91–92
phased approach, 86

best practices, 90
existing buildings, 88
new buildings, 88
new employees, 87
relocations, 87

potential problems and 
improvements, identifying, 
115–118

user training, 108–109
best practices, 110–111
operations center, 109

subject-matter experts, importance 
of, 38–39

success of change management, 
targeting performance 
indicators, 272

support policies, developing, 220–221
AVVID boot camp, 227
best practices, 229
certification, 226–227
documentation, 228–229
SSM, 225
Tier 1, 221–223
Tier 2, 223
Tier 3, 224–225
training, 226

support services
best practices, 232
FAQs, 244
managing with reporting tools, 

234–235
three-tiered model, 230–231

tools
CallManager, 238
Event Viewer, 237
monitoring tools, 235–237
network management, 

232–234
Performance Monitor, 237
reporting tools, 234–235
troubleshooting tools, 

238–239
support track (AVVID Tiger 

Team), 21
lead member, roles and 

responsibilities, 61
system admin tools, 167–168
system management, 289–290

T
team cross-functionality, building, 

23–24
team lead (AVVID Tiger Team), 17

roles and responsibilities, 54
technology team, maintaining 

relationship with, 91–92
technology track (AVVID Tiger 

Team), 19–20
Telang, Mike, 21, 220
testing and validation 

as part of change management 
process, 259–260

importance in change management 
process, 265–266

TFTP (Trivial File Transfer 
Protocol), 362

theater track (AVVID Tiger Team), 
22–23

theater implementation managers, 
roles and responsibilities, 58–59

third-party partners (AVVID Tiger 
Team), 18

third-party partners (AVVID Tiger Team)
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third-party special features, design 
considerations, 76–77

three-tier support policy, 
developing, 221, 230–231

AVVID boot camp, 227
best practices, 229
certification, 226–227
documentation, 228–229
SSM, 225
support process, best practices, 232
Tier 1, 221–223
Tier 2, 223
Tier 3, 224–225
training, 226

Tiger Team. See AVVID Tiger Team
training new users

as part of successful migration 
strategy, 108–109

best practices, 110–111
operation center, 109

creating training class content, 140
in support services, 226

troubleshooting Cisco IP Phones, 200
troubleshooting tools, 238–239
Tsang, Mary, 33

U
UDP (User Datagram Protocol), 362
upgrading software, 274–275

best practices, 277
Cisco CallManager 3.2 software, 

246–249
communication, importance 

of, 276
UPS power, 239–240
user familiarity

best practices, 38
importance of in change 

management, 32–33
user population, design 

considerations, 68–69

user training as part of successful 
migration strategy, 108–109

best practices, 110–111
operations center, 109

users conversion notice, example, 
130–132

UTOPIA (Unity, Telephony, & Other 
Powerful IP Applications) 
project, 312

old world versus new world 
network applications, 287

V
Vanderstraeten, Gert, 42
vendor relationships, developing, 93
VLANs, 363

provisioning, 162–163
voice mail

connecting, 163
design considerations, 79–81
Unity migration, 335–338

Voice of the Client survey, 63–65
responses to, “must have” features, 

31–32

W–Z
WANs, 363 

design considerations, 72–75
preparing during implementation 

phase, 156
bandwidth, 156
cabling requirements, 

159–160
upgrades, 157–158

websites, initiating for retrofit 
project, 97

wireless LAN migration, 328
architectural standards, 329–330
benefits of, 330–331
future of wireless networks, 

331, 334
pilot testing, 329

wireless LAN migration

0880FMfIX.fm  Page 376  Thursday, May 6, 2004  5:12 PM


