Case Study

Law Firm Seamlessly Manages
Nationwide Deployment

Holland & Knight had been a BlackBerryC customer since 2000 and had plans to upgrade
legacy handhelds and increase their user base. With a goal of deploying BlackBerry to 800
users nationwide, they knew they would need a deployment strategy that had minimal
impact on business operations and IT resources.

The firm used a pilot project with 20 users on the new handhelds to lay the groundwork
for their deployment strategy. Working in a MicrosoftC Exchange 2000 environment,
they relied on the proven reliability of the BlackBerry Enterprise Server™ to smooth the
transition.

More of the company-s lawyers are now enjoying the benefits of BlackBerry wireless
synchronization between their email and calendar. The change is affecting the firm-s
effectiveness in the following ways:

© Lawyers are improving customer service by staying in constant contact with clients

©  Faster response times to client needs help to improve the firm-s image

< Lawyers are more efficient in managing their schedules with the wireless calendar

°  All-in-one handhelds mean fewer devices to carry, such as laptops and
independent cell phones

Holland & Knight is a forward-driven law firm that sees the value in technologies that
improve productivity. BlackBerry had already proven itself for wireless email and calendar
use, so the company decided to proceed with a larger deployment. The company-s IT
department faced deploying 800 handhelds, to locations around the country with minimal
disruption to operations. The firm also wanted to upgrade some legacy handhelds with
new Java” handhelds during the roll out. The transition proceeded smoothly, with shipping
and installation completed within two to three days per office.

The company-s approach to managing their deployment highlights the importance of solid
planning, the strategic use of local IT teams and how partnerships can make the process
run more smoothly.

Industry
Legal

Situation

Holland and Knight wanted to

deploy 800 BlackBerry handhelds

+ some of which were upgrades from
previous models. The clients were

the company-s attorneys around the
country. The deployment had to involve
minimal business disruption and place
manageable demands on technical
systems and IT resources.

Organization Profile

Holland & Knight LLP is one of the 15
largest law firms in the world, dating back
to the 1800s. More than 1,200 lawyers
and professionals contribute to their one
firm structure, with five practice sections
* litigation, government, business, real
estate and private wealth services.

Solution

The firm devised a roll out program

that involved preparing a silent install
program, partnering with their carrier for
distribution and training and relying on
local teams.

Results

The transition proceeded seamlessly,

with shipping and installation completed
within two to three days per office.

Users were properly trained on new
handhelds, ensuring minimal business
disruption. Lawyers now enjoy wireless
synchronization of email and calendar,
which increases client response times and
attorney productivity.
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Pilot Project Teaches Valuable Lessons

Even though Holland & Knight had already deployed BlackBerry, they still decided to conduct a 20-person pilot project with the new Java-based
handhelds. The decision turned out to be a wise one, not only for user acceptance, but to understand what the increased IT demands would be.

®We chose lawyers from the larger offices, says Christian Paez, Systems Administrator. 8We wanted to get feedback from people who would
really scrutinize the devices and give accurate comments on the features. What we learned was how much the attorneys were impressed with the
newer handhelds + for integrated calling, accessing contacts and managing their calendars. The functionality and form factor were also big hits.”

Lawyers emphasized how much they valued being in touch with their clients on a 24/7 basis. Push-based connectivity allowed them to receive
their emails on-the-go and respond faster to clients, which in turn reflected well on the company-s image.

The initial testing also made Christian realize that moving from a limited number of users to 800 or more required rethinking the way he
managed for capacity. He realized that they were about to put a more intensive load on the BlackBerry Enterprise Server and Microsoft
Exchange Server since they were moving from devices that needed to be cradled to ones that were wirelessly synchronized.

Holland & Knight built their architecture to include seven BlackBerry Enterprise Servers. One central server managed their smaller office on the
east coast; one served their offices on the west coast; four were distributed at their larger offices in Boston, Chicago, New York and Washington.

8The real issue was making sure we had the connectivity to support the new load, says Christian. @It wasn-t the number of handhelds, but the
fact that we would now do all wireless synchronization of the calendar and email messages.”

Preparation and Local IT Teams Are Secrets of Success

Holland & Knight prepared a silent install for the new handhelds a month before it was needed. The install was pushed out to the desktops
through Systems Management Service (SMS). Since the BlackBerry Desktop Software is backwards compatible, no changes were necessary.
But Christian set a policy on the BlackBerry Enterprise Server that would ensure the handhelds did not automatically update until they were
ready for that process to take place.

Christian planned the silent install to happen one office at a time, at a manageable pace. The advance planning ensured that no one was
rushing to upgrade desktops at the last minute and that software would be upgraded by the time the new devices were received.

The roll out of the devices relied heavily on the support of local IT teams. Groups of handhelds were shipped to respective offices for distribution
by the office IT personnel. The changeover from legacy devices and the handover of new, active devices took about two to three days per office.
®0ur attorneys didn-t skip a beat, says Christian. 8They didn-t have to do anything other than turn the handheld on. | truly expected this process
would take a month per office, but it was quick and painless because of the support we got at the local level.”

Holland & Knight worked closely with their carrier partner to ensure that users would have adequate training on the handhelds. They created an
online training platform and hosted two live training sessions, where more than 200 users received guidance.

BWe tried to get the handhelds in the user-s hands a few weeks before the training, so they could experiment and get their questions ready for
the training sessions, says Christian. 6Working with our carrier greatly improved the process because they did a lot of the work for us.”
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