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Nortel converged networking
solutions support a rapidly growing
global manufacturing, distribution

and retail operation for Fossil, Inc.

Case Study
Fossil, Inc.

Expanding its headquarters, experiencing a steady stream of new store openings and
continuously building its manufacturing and distribution operations, Fossil, Inc. needed
a scalable, highly reliable converged data and voice network to support its mission-critical

applications and accommodate rapid growth.

The customer

Fossil, Inc., a design, development, marketing and distribution company, is known
principally for its extensive line of fashion watches sold in its own retail stores and in
department stores worldwide. The company has experienced continuous growth since its

founding in 1984, adding a line of accessory products including handbags, belts, small

leather goods and sunglasses in the early 1990s and an apparel line in 2000. An early

adopter of online retailing, the company began selling its products on the web in 1996,

and now augments online operations with its customer contact center.




“We have enterprise applications that are totally

dependent on our global network. Reliability is

absolutely critical.”

> Mark Reynolds, Director, Information Technology,
Infrastructure and Operations, Fossil, Inc.

In addition to 171 retail outlets in more than 90 countries, Fossil has manufacturing,
sales and distribution operations in 16 countries and at six locations in the United
States. The company employs more than 1,000 workers in and around Richardson,
Texas, its home base near Dallas, where three locations include Fossil’s original head-
quarters, a warehouse in nearby Garland and a recent addition to the headquarters

campus located at Fall Creek.

The challenge

Making sure that Fossil’s network supports the company’s double-digit annual
growth keeps the I'T staff on its toes. “When you're opening more than 30 new stores
a year in North America alone, it makes for a pretty fluid network,” reported Mark
Reynolds, Fossil’s director of information technology for infrastructure and operations.
Continuously expanding the network while maintaining high availability and
consistent performance is even more demanding. The company relies on its global
network not only for retail and point-of-sale (POS) applications in its stores through-
out the world, but also to support its global product design, manufacturing, ware-

housing and distribution facilities.

“If our network goes down, we don’t ship product,” Reynolds noted. “An unplanned
five-minute outage on the network could result in several hours of application
downtime,” added Fossil’s network architect Andrew Ellender. The company’s recent
expansion into additional facilities near its headquarters presented an ideal opportunity
to strengthen the network core, expand IP Telephony deployment and fine-tune the

network architecture for optimum performance and reliability.

The solution

A dual-core Nortel Ethernet Routing solution at headquarters, paired with converged
voice and data networking, Nortel Multiservice Switches at retail sites and a Nortel
Contact Center solution for customer support ensures global availability of mission-

critical enterprise applications and helps Fossil deliver superlative customer service.

With mission-critical applications running over the global wide area network
(WAN), avoiding network downtime was essential. Nortel’s Ethernet Routing
Switch 8600 in a dual-core configuration provides redundancy, while Split Multi-
Link Trunking (SMLT) capability improves bandwidth availability under normal
operating conditions and provides very rapid failover support in response to any
link failure. Nortel’s Ethernet Routing Switch 5520 at the new Fall Creek site
delivers the consistent quality of service Fossil requires and is prized for its built-

in self-healing capability.



For connecting its retail outlets, Fossil relies on Nortel Multiservice Switches and
Nortel Multiservice Access Switches. Fossil employs leading-edge Multi-Protocol
Label Switching (MPLS) technology in its network to manage different mixes of
traffic at higher overall speeds. Nortel’s Multiservice Switching solutions let the
company choose the most cost-effective type of network links and services in each

country and seamlessly interconnect these disparate locations to the global network.

Fossil’s voice networking is equally robust and resilient, built upon the Nortel
Communication Server 1000 (CS 1000), Nortel Business Communications Manager
and Nortel Meridian 1 PBX portfolio at sites around the world. The CS 1000 is
configured to span across the dual core, providing increased reliability to the voice
system as well. With these systems in place and more being added, Fossil is devel-
oping an eight-digit global dialing plan and rolling out IP Telephony to the desktop
at its own pace. “We were early adopters of IP Telephony, starting nearly five years
ago,” explained Telecommunications Manager John Hidalgo. “Today, we have almost
700 Nortel IP Phones here at our corporate offices. We also are using our Nortel-
based Ethernet routing network for voice over frame relay (VoFR) to 125 retail stores
nationwide, and we have four-digit dialing with all these stores.” A Nortel Contact
Center solution is providing skills-based routing to customer support agents,

reducing call wait times and improving service levels.

The results

Mission-critical network reliability — The dual-core implementation of Nortels

Ethernet Routing Switches has significantly boosted the reliability of Fossil’s network.

Andrew Ellender explained: “In our old single-core environment, we would have
to take down our entire global network just to do maintenance, and a simple LAN
failure could seriously interrupt our business. Now, with the dual core, we can
take down one switch for maintenance while the other keeps the network up and

running. In a failure scenario, one switch could go offline and users wouldn’t even

know it. That's how fast the self-healing is,” he added.

Rapid, cost-effective deployment — Fossil has found a single solution that is
flexible enough to accommodate a variety of network services and provide consistent
performance for Fossil’s retail and POS applications, regardless of where a store is
located. “Because of our standard configurations, we can quickly architect the right
solution for a new location and get it delivered in a timeframe that meets our fast-
paced business requirements. Our entrance costs for new locations are lower because
of our standardized configurations, but our ongoing costs are lower, too. We have
been able to grow our network without having to grow our support staff,” Mark
Reynolds noted. An added benefit has come from robust conference calling and
document sharing capabilities, alleviating the need to ship boxes of planning guides

and photographs halfway around the world when new stores are opening.

Easier network administration and maintenance — Hidalgo and Ellender
concur that the converged network offers simplified network management. “With
Nortel, VoIP is pretty much click-and-play,” said Ellender. “You set all the quality
of service parameters on the LAN and they are passed through to the WAN as well.

Nortel Converged
Network Solution

> Nortel Business
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50/400

> Nortel CallPilot Unified
Messaging

> Nortel Communication
Server 1000

> Nortel Contact Center
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> Nortel VPN Routers
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Nortel IP Phone 2004 and
Nortel IP SoftPhone 2050

> Nortel Ethernet Routing
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> Nortel Multiservice Access
Switch 4400 Series




“We require a responsive

And Nortel has a cool feature that automatically detects IP phones, assigns them to

a separate VLAN and segregates the phone traffic from the PC traffic so there’s no

network to support the interference between the two.”
POS systems in our stores
and our global 24/7 manu-
facturing and distribution
operations. We initially

considered competing

Improved customer service and support — Converged networking is helping Fossil
communicate and collaborate better internally, which results in better customer
service. In addition, the Nortel Contact Center solution for customer support affords
skills-based routing so that customers are connected quickly and directly to agents
handling web orders, warranty and repairs or other areas. “With the contact center

solution and new processes we put in place, our service levels are much higher,”

said Hidalgo, “and our call wait times have dropped by as much as 70 percent.”

products, but we quickly
Conclusion
chose Nortel. They offered
a cost-effective solution
that did exactly what we
needed. There was no

reason to look very far."

Long a user of Nortel voice systems, Fossil is now deploying converged technologies
to achieve significant performance gains, improve reliability and reduce costs. The
company continues to explore new solutions to improve communications site-to-
site and around the world. Fossil’s IT department, for example, has piloted Nortel
CallPilot Unified Messaging and has deployed the Nortel IP SoftPhone 2050 within

the I'T organization. The team anticipates broader usage in the future along with

expanded use of IP Telephony. The network infrastructure and the services it makes

> Mark Reynolds, Director,
Information Technology,
Infrastructure and Operations,
Fossil, Inc.

possible are fundamental to Fossil operations and customer service. “We require a
responsive network to support the POS systems in our stores and our global 24/7
manufacturing and distribution operations,” noted Mark Reynolds. “We initially

considered competing products, but we quickly chose Nortel. They offered a cost-

effective solution that did exactly what we needed. There was no reason to look

very far.”

Nortel is a recognized leader in delivering communications capabilities that enhance

the human experience, ignite and power global commerce, and secure and protect the
world’'s most critical information. Serving both service provider and enterprise customers,
Nortel delivers innovative technology solutions encompassing end-to-end broadband,
Voice over IP, multimedia services and applications, and wireless broadband designed to
help people solve the world's greatest challenges. Nortel does business in more than 150
countries. For more information, visit Nortel on the Web at www.nortel.com.

For more information, contact your Nortel representative, or call 1-800-4 NORTEL or
1-800-466-7835 from anywhere in North America.

Nortel, the Nortel logo, the Globemark, Meridian and CallPilot are trademarks
of Nortel Networks. All other trademarks are the property of their owners.

Copyright © 2006 Nortel Networks. All rights reserved. Information in this document is
subject to change without notice. Nortel assumes no responsibility for any errors that
may appear in this document.
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