
Client Challenge
With annual sales of  over US$35 billion, Cisco is the worldwide leader in networking 
products and services that transform how people connect, communicate and  
collaborate. To continue building on this success in Australia and New Zealand,  
Cisco wanted to create case studies showcasing its technology and services and how 
customers were using these solutions to grow, solve their business issues and open  
up new opportunities. 

Cisco was keen to use the case study format as it creates a direct line of  communication 
between existing customers, potential future customers and other stakeholders. Based on 
customer feedback, it also knew customers were very interested in who else Cisco had  
helped and the results others had achieved.

“You always want your customer to tell their stories. It is like word of  mouth advertising 
– it is always very effective,” says Lisa Richardson, Cisco Australia and New Zealand 
Marketing Manager. 

“Our customers, the peers of  our potential customers, tell the story on our behalf,”  
Lisa adds. “If  a customer tells his or her own story about how the technology helped  
their business, then it is much more believable and potential customers are more  
likely to connect with the story.”

Our Solution
Cisco has engaged Editor Group for a number of  years to interview customers and write  
in-depth case studies about how they have been using the company’s solutions and 
the results they have gained. These have covered many customers and industries, from 
manufacturing and retail giants such as Trek and Porsche to schools, hospitals and 
government departments in Australia and overseas.

“Editor Group brings a range of  skills, particularly around writing and journalistic skills,  
to interview our customer and tease out the story,” says Richardson. “They get that story 
down in an easy-to-read, logical fashion that pulls out all the critical details.” 

One case study example is the Emergency Department of  The Children’s Hospital at 
Westmead in Sydney, which was losing valuable time when treating patients due to the  
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Children’s hospital improves patient care with 
wireless communication

“Waiting times have been reduced on average between 10 and 14 
minutes per patient, and we have seen significant improvements 
in staff satisfaction levels as clinicians are able to spend more time 
with patients.”

– Ralph Hanson, Director, Information Services and Planning, the Children’s 

Hospital at Westmead

The Children’s Hospital at Westmead is a leading children’s hospital in Australia with over 
300 beds. Located in the western suburbs of Sydney, it treats around 50,000 patients a 
year, with admissions growing at an annual rate of 10 per cent. The Emergency Department 
provides initial care for injured and ill children, including cases brought in by ambulance 
and helicopter.

Critical business issue

The hospital’s Emergency Department faced two issues. First, the effort it took to locate 
a staff member at the critical point of care meant valuable time was sometimes lost when 
treating patients. Second, the process of assessing and updating patient records at the 
time of admission was slowed because many records were stored in paper format.

“Hospital staff could spend valuable minutes trying to track down the relevant nurse or 
doctor,” says Mary McCaskill, Head of Emergency at the Children’s Hospital at Westmead. 

“We’d have to leave messages, wait for a call back, and physically move around the 
department to try and find the relevant clinician.”

What the hospital required

The hospital wanted to improve patient care in the Emergency Department by ensuring 
the correct clinicians were immediately contactable, and by moving to a paperless record 
system.

What they implemented

The hospital deployed a Cisco wireless network throughout the Emergency Department 
area, which became the foundation for an instant wireless voice communication and 
messaging system. 

Each member of the emergency team received a lightweight, wearable Vocera 
Communications Badge. The badge’s voice communication system is controlled by a call-
flow structure based on clinicians’ name, job function and group. They can communicate 
instantly with each other, even when mobile, by sending and receiving voice messages.

By converting to a paperless record system, clinical staff can access patient information in 
real-time, from anywhere in the emergency ward, on a computer-on-wheels (COW). 

“With online access to patient files on the COWs, clinicians can instantly view patient 
information such as recent pathology, radiology results and vital signs,” says Michael 
Dickinson, IT Services Manager at the Children’s Hospital at Westmead.

The outcome for the hospital

1. Better patient care

By using the wireless communication system, nurses and clinicians no longer have to leave 
the patient’s side to find the right doctor or nurse.

“Having these tools at our disposal has meant that we can complete admissions at a much 
faster rate, and that’s a real plus for our patients and their families,” says McCaskill.  
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Porsche drives up customer service, maps 
out future directions with Cisco’s Unified 
Communications solution

“Cisco’s Unified Communications solution has addressed our 
immediate problems with call drop-outs and wireless coverage 
issues, so our staff don’t miss important customer calls. But in 
the longer term, the integrated IP system will accommodate our 
business’ future voice and data needs and improve the way we 
operate.”

– Alfons Salomonsz, Group IT Manager for Porsche Cars Australia

When Norman Hamilton began importing Porsche cars in 1951, less than two were sold 
in Australia each year. More than 50 years later, Porsche Cars Australia is a wholly owned 
subsidiary of Porsche AG, responsible for annual sales of more than 1,300 cars a year from 
its national headquarters in Melbourne, which opened in 1998. 
 
Australia was Porsche’s first right-hand drive market and one of its first export territories.  
The local subsidiary has enjoyed a very close relationship with the factory since  
the marque’s earliest days.

Business challenge

An important ingredient of Porsche’s success in Australia has been its long-term 
relationship with its customers. If you’re going to spend northward of $100,000 on a motor 
vehicle, you’re likely to be the kind of customer who is going to expect a high quality of 
service. And that includes prompt attention and response.

An aging PABX telephone system, however, was jeopardising Porsche’s reputation for 
uncompromising service, and placing unnecessary stress on the company’s sales team.

“The analogue wireless phone system we had in place suffered lots of problems simply 
because it had grown old and unreliable,” says Alfons Salomonsz, Group IT Manager for 
Porsche Cars Australia. “We experienced dropped calls, lost calls and dead spots from 
insufficient wireless coverage.

“On top of that, it was inefficient transferring callers, who might wait 10 or more rings. A 
Porsche customer doesn’t expect to have to wait. They’re busy people usually after an 
immediate answer.”

Porsche Cars Australia had to show patience, however, while its parent, Porsche AG, 
reviewed two phone systems, one of which was Cisco.

Solution

Initially, Porsche considered installing another PABX telephone system. But after a little 
more homework realised Internet Protocol (IP) telephony provided the company with 
greater flexibility and far more options.

“We wanted to link any new system to our Lotus Notes and email systems so we could use 
it for more than a straight-forward telephone set-up,” Salomonsz says. “Voice over IP (VoIP) 
was the natural way to go.”

Solutions provider Coms Centre recommended a Cisco Unified Communications solution 
that incorporated full wireless voice and data connectivity. It included Cisco Aironet 
wireless infrastructure and Call Manager software, a Cisco 2851 Integrated Services Router, 
as well as Cisco 7941 Unified IP Phones and 7921 Wireless IP Phones.
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University’s digital signage system improves 
campus communication

“The Digital Media System project snowballed. We started with one 
screen in ITS and one person saw it – then everyone wanted it. 
Things really took off from there.”
– Mitch Kovacic, Applications Team Leader, ITS, Deakin University

Deakin is one of Australia’s largest universities, with more than 34,000 students and 2,700 
academic and administrative staff. Since its establishment in 1974, the university has 
offered a broad range of courses for rural and regional students, and is a specialist provider 
of high-quality distance education. Deakin has campuses in the Melbourne metropolitan 
area and in the regional centres of Geelong and Warrnambool. 

Business challenge

In keeping with its reputation for early adoption of technology, Deakin University wanted to 
improve the way its students, academic and administrative staff communicated with each 
other across campuses. 

“The ethos of Deakin University is based on progressiveness,” says Mitch Kovacic, 
Applications Team Leader, ITS, Deakin University. “It extends to technology as well. We 
seek to provide not just the standard IT services you expect, but value-add technology that 
improves the student experience.” 

The university recognised the need for digital signage to replace the glut of paper posters 
and signage that cluttered campus noticeboards and walls, much of it out-of-date.

“It seemed ironic that a university which strives to be progressive relied on paper maps 
and signs stuck on doors to communicate,” says Kovacic. “We knew there was technology 
available that could improve the way messages were disseminated, which would also 
improve the appearance of campuses.”

Solution

In October 2008 the university’s IT department implemented a proof of concept of Cisco’s 
Digital Media System for digital signage. It installed a test screen in the IT common room, 
running news feeds on IT-related issues such as current outages, as well as general interest 
IPTV channels for staff to enjoy during their break.

“From there, the Digital Media System project snowballed,” says Kovacic. “We started with 
one screen in ITS and one person saw it – then everyone wanted it. Things really took off 
from there.”

Deakin now has 30 LCD screens across its three campuses which communicate 
information about campus events, last-minute room changes and enrolment dates to the 
campus community in real time. The system is controlled by a Cisco Digital Media Manager 
located at the university’s main data centre site at its Geelong Waterfront campus, which is 
managed by the ITS Applications Team. Each faculty that implements digital signage has a 
staff member trained in content creation and management techniques by the university’s IT 
Applications Team. 

A different range of media including MP4 video files, Windows Media Files and JPG image 
files can be viewed through the university’s digital signage screens. RSS feeds and IPTV 
channels can also be mashed up to create content. The university has also designed its 
own content management system that allows users to manage their own web content, 
which can then be used on the digital signage system.

effort it took to locate nurses and clinicians. It was also experiencing delays in admissions 
and responding to patients because of  limitations in holding paper-based records. 

The Emergency Department deployed a Cisco wireless communication system that ensured 
all staff  were immediately contactable and could communicate from anywhere in the 
hospital. Further, a paperless record storage system ensured that patient records could  
be updated and accessed in real-time, also from anywhere on the ward. 

For The Children’s Hospital at Westmead, the issue was saving lives and improving patient 
care and patient outcomes. These benefits are now captured in a customer reference 
story that can be used by Cisco’s sales teams and published for the reference of  
potential customers and other hospitals seeking innovative ideas. The Children’s 
Hospital at Westmead can also use the case study for its own reference.

Working with Editor Group
Engaging Editor Group has made the process of  creating case studies much more simple 
and straightforward for Cisco’s marketing team. They simply identify customers they would 
like to feature and gain their agreement to participate. Editor Group then manages the 
interviews, writing, revisions and approvals, and places the final case study into Cisco’s  
case study template for publication. 

According to Lisa, Editor Group’s deep knowledge of  Cisco and its technology and 
marketplace has been central to the success of  the case study program. 

“Editor Group is getting to a point now where they  
understand Cisco and that is very attractive,” says Richardson.

Further information

To learn more about Cisco, see www.cisco.com
For information on Editor Group, see www.editorgroup.com
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