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Fostering a Culture of Collaboration

D
ow Lohnes, a national law firm
with offices in Washington,
D.C., and Atlanta, believes in
delivering incomparable cus-
tomer service through accessi-

bility, responsiveness, attention to detail and,
above all, good communication. The firm nur-
tures a culture of collaboration in which attor-
neys share their expertise to meet client needs,
using advanced communications technologies
to support the team environment.

IPC Technologies and ShoreTel now play
a key role in that mission.

When Dow Lohnes decided that its aging
Nortel phone system was no longer supporting
its objectives, CIO Joe Craven began evaluating
IP phone systems from various manufacturers.
COO Brad Christmas urged him to take a look
at the ShoreTel Unified Communications solu-
tion — he had seen a demo of the ShoreTel
technology in the past and felt that it was
worth a look.

“Brad had seen the fact that ShoreTel’s
backend infrastructure is built on an
MPLS/WAN redundancy model, and that the
equipment is really compact and seemed simple
to manage,” Craven said. “So when we started
our bakeoff, we tested Cisco, Avaya and
ShoreTel. Some trusted vendors I had been
dealing with on other IT infrastructure projects
were interested in pitching Avaya and Cisco,
but I didn’t have an integrator selected for
ShoreTel. I didn’t know anyone.”

As fate would have it, IPC’s Bruce Deleon
called Craven shortly thereafter.

“I took Bruce up on his offer to come in
with the mobile demo kit to give us a presenta-
tion. That was very early on in our assessment,
before we even thought about going out to the
other vendor sites to look at the competition,”
Craven said. “First off, I was really impressed
with the fact that the footprint of the ShoreTel
system was so small that they could literally
roll it in, in a hard case. And coming out of
IPC’s initial presentation, I remember telling

I had inherent
confidence in the

entire team at IPC
— that they would
be able to deliver

on what they were
promising. That’s
what helped us

make our decision
to go with IPC
and ShoreTel. 

Dow Lohnes relies upon IPC Technologies and ShoreTel to provide its
attorneys with advanced communications, collaboration and mobility tools.
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IPC delivers IT solutions that 
help organizations become 
more agile, productive and 
profitable. We specialize 
in best-of-breed cloud ser-
vices, carrier services and 
on-premises solutions from 
industry-leading providers, 
and provide professional and 
managed services that max-
imize the efficiency of our 
customers’ operations. We 
have served as a trusted ad-
visor to our customers since 
1981, employing a consulta-
tive approach that ensures 
each solution makes good 
economic sense and delivers 
an attractive return on invest-
ment.

the rest of the team, ‘If we go with ShoreTel, it’s
clear to me that these are the guys we want to
handle the project.’”

The Team Makes the Difference

IPC’s Vice President of Sales, Eric
Bowling, participated in the presentation and
was able to answer all of Craven’s questions.
Craven said that in his experience, few sales
people are able to do that. And the IPC team
proved their commitment to establishing a long-
term relationship with Dow Lohnes.

“Eric has a broad knowledge of the entire
platform, and was able to answer our questions
on the spot, including very technical ones,” said
Craven. “He was able to demonstrate not only
the IP phones but also the Mobility platform
during their onsite presentation. He also talked
about some very interesting real-world scenar-
ios where I could really see the value in the
entire package they offered. Bruce and the entire
team showed their willingness to make sure we
were happy and they seemed particularly
focused on our purchase of a system that was
going to work for us.

“I can’t stress enough that when I envi-
sioned this project, I knew clearly that my staff
wasn’t going to be able to take this on without
a lot of help,” Craven added. “I knew that any
technology I picked would probably work and
live up to the ‘five 9s’ spec that everybody
claims. So at least half of my decision weighed
on the organization that was going to do the
work on the project. I had inherent confidence
in the entire team at IPC — that they would be
able to deliver on what they were promising.
That’s what helped us make our decision to go
with IPC and ShoreTel.”

IPC engineers implemented the ShoreTel
Unified Communications system for Dow
Lohnes and rolled out IP phones to more than
300 end-users. Craven was amazed at how
smoothly the project went.

“When Bruce and Eric told us that this
was a fairly straightforward deployment and it
would only be about a six-week project, I
almost couldn’t believe them. But they were
confident and I trusted them,” he said. “There
was a lot of upfront planning work — the dis-
covery process to find out how we use our
phones, the network readiness assessment, the
installs of the server hardware. All that early
work really paid off.”

Mobility and More

Dow Lohnes is utilizing the ShoreTel
Mobility solution to integrate smartphones and
tablets into the enterprise communications
infrastructure. The firm has rolled out the solu-
tion to a pilot group and sees value in making it
available to all of the attorneys.

“The ability to place and receive calls
from your mobile device — as if you were sit-
ting at your desk — is great. Being able to make
those calls over Wi-Fi and seamlessly transfer
over to the cellular network is a big bonus as
well,” said Craven.

The attorneys also love the functionality
of the ShoreTel Unified Communications system
— particularly the Communicator software.
With ShoreTel Communicator’s built-in tools,
end-users can make a call at the touch of a but-
ton and easily turn it into a multimedia collabo-
ration session. The software also integrates with
Microsoft Outlook for a one-click collaboration
experience.

“It’s amazing how reliant the attorneys
are on the features of the Communicator soft-
ware,” Craven said. “That was something that
Bruce and Eric and everyone warned us about
early on. They said, ‘Once people really start to
understand and appreciate the software, the
only reason that they’ll pick up the actual phone
is to speak into the receiver.’ People are getting
more and more used to dialing their contacts
from within the software.”

The system is also easy for Craven’s team
to administer — a real plus for busy IT staff
supporting hundreds of end-users. The ShoreTel
Director provides a single Web-based manage-
ment interface for all voice applications, across
all locations.

For over 95 years, Dow Lohnes has been
a leader in providing a comprehensive set of
legal services to clients in dynamic and growing
industries, including communications, media
and technology, higher education, automotive,
aviation, and sports and entertainment. With
longstanding experience and relationships in
these industries, the firm prides itself on its
client service through a commitment to out-
standing legal work. Thanks to IPC and
ShoreTel, Dow Lohnes now has a communica-
tions infrastructure that fully supports that
commitment.


