CASE STUDY

Mobil Oil Speeds Up its Service with
Satellite Communications

ounded more than 130 years ago, Mobil Qil is a multinational energy

company with more than 43,000 employees in over 140 countries. Its

worldwide exploration, production, refining and marketing opera-

tions make Mobil a leader in fuels, lubricants, and chemicals.

Whether it’s the gas in your car, grease on your commuter train’s

axles, or the wrapper on your candy bar, Mobil’s reach into all our

lives is extensive. Mobil has maintained its market leadership over

the years through a proactive and progressive adoption of new

techniques, technologies, and trends. As it faces the challenges of

the information age, Mobil has again looked to a dynamic tech-

nology to help maintain its market leadership.

In the United States alone,
Mobil has nearly 8,000 gas
stations and the competition for
customers is fierce. Gas stations
must ensure that a customer’s
buying experience at the pump
is a good one and, above all,
quick. To accommodate
growing customer demands, the
nature of these stations has
changed over the past 15 years
from stations that sell just gas,
cigarettes, and candy to multi-
faceted facilities that operate car
washes, convenience stores, and
a host of services such as ATMs
and lottery outlets. However,
increased services is not the
only factor in customer reten-
tion, speed is the key element.
To replace its old terrestrial
network, Mobil needed new
technology that could support
its growing operations and
provide dealers with a fast, reli-
able, and adaptable system.

"Superior customer service is
how Mobil differentiates itself

against its competitors, and as
needs in the industry began to
change it became necessary for
us to update our network," said
Bill Pragman, computer and
network operations manager for
POS. "We had an aging, but
cost-effective, analog system
that used leased lines from
multiple phone companies
across the nation. However, to
accommodate the business
system that we envisaged, we
knew we needed a modern and
adaptable network that was less
susceptible to outages and easier
to manage from the data
center.”

Mobil underwent a thorough
evaluation of the way it
communicated with dealers and
concluded that any new tech-
nology adopted must satisfy
three goals:

m Improve network perfor-
mance by both reducing
transaction time as well as

increasing the network avail-
ability.

® Improve operating costs.

m Expand the network so that
it could take advantage of
more than one operating
protocol, as well as offer
growth for future business
opportunities that were not
currently being pursued or
not yet available.

Different alternatives including
frame relay, cellular, ISDN, and
digital circuits were all evalu-
ated as Mobil searched for a
solution, but after a formal
study and cost analysis, it even-
tually chose PES™, a very small
aperture terminal (VSAT)
network, from Hughes Network
Systems (HNS). PES is low-cost,
high-capability VSAT that
supports two-way data, voice,
multimedia, and one-way
broadcast video and data
communications between a
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company's headquarters/data
center and its remote sites or
branch offices. "Not only did
the VSAT technology offered by
HNS meet the three criteria that
we had set for ourselves, but we
decided it was the one best
suited to our applications. HNS’
proven ability to provide this
type of star-topology network,
demonstrated technical exper-
tise, and competitive cost really
sold us on HNS," said Pragman.

HNS’ technical expertise was
much in demand during the
design phase of the project.
Under the previous network,
Mobil had to deal with multiple
telephone companies that
offered varying standards of
equipment and quality — all of
which affected performance
and reliability. Mobil wanted to
take advantage of faster trans-
action times and a more reli-
able network, but they also
wanted to avoid a costly,
universal upgrade to all the
remote point-of-sales (POS)
equipment in gas stations,
while ensuring that future
modernization could be accom-
modated. The network was
running TINET, a proprietary
asynchronous protocol, on their
Tandem POS host system. To
avoid a costly upgrade, HNS
engineered a protocol conver-

"Not only did the VSAT technology
offered by HNS meet the three criteria
that we had set for ourselves, but we
decided it was the one best suited to our
applications. HNS’ proven ability to
provide this type of star-topology
network, demonstrated technical
expertise, and competitive cost really
sold us on HNS."

sion scheme whereby the PES
located at the gas stations
encapsulated the data in IP
packets that were then
forwarded to the hub, which in
turn forwarded them to the
Tandem host in Mobil’s Lenexa,
Kansas, data center. In addition
to protocol conversion, the
HNS solution included an
interface conversion to simplify
the connections into the host.
Where literally hundreds of
TINET ports had previously
resided, now just six Ethernet
ports are connected to the data
center and when Mobil chooses
to upgrade its POS equipment,
the remote PES terminals can
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easily be upgraded with plug-in
LAN interface cards.

After a short three-month pilot
phase in selected sites, it took
just 18 months to install the
entire network nationwide —
six months less than Mobil had
anticipated. HNS installed
approximately 300-350 sites per
month and during one month
managed to install a record 500
sites.

Is Mobil happy with the results?
"We gained a 1- to 2-second
improvement over the old
polled network and we
increased our reliability from
99.6 percent to 99.8 percent,”
stated Terry Kueker, project
engineer, Mobil Qil
Corporation. "That .2 percent of
a difference may not seem like
much, but when you consider
that Mobil has 8,000 dealers
open 24 hours a day, 365 days a
year, that number adds up. On
average, there are approximately
1,200,000 transactions per day
so that .2 percent adds up to
876,000 transactions lost per




year. If the average transaction
is just $10, you can see why we
invested in VSATs."

One of the ways HNS achieves
this reliability is through using a
sophisticated backhaul configu-
ration that employs automatic
switchover in the event of a
failure or fault. The PES VSAT
system automatically detects
problems and switches over to
the standby within seconds, not
hours, thus minimizing down-
time and increasing reliability.

As Terry Kueker notes, “The
network is easier to run and is
so reliable that we just have a lot
less trouble,” adds Bill Pragman,
"Now we have time to be proac-
tive. We often know before the
dealers if there is a problem in
their operations and can call
them up and fix it before they
log any downtime and disrupt
their operations." In fact, Mobil
makes approximately 150 calls
each month to inform dealers of
impending problems. This
offers the dealers an increased
level of service and improves
the credibility of the network
system supplied by the corpo-
rate office. Mobil is also taking
advantage of VSATS' reliability

“The network is easier to run and is so reli-
able that we just have a lot less trouble,”

to offer a number of unique,
timesaving conveniences for
customers such as the pay-at-
the-pump Speedpass program.

What lies in the future for
Mobil and its PES system?
Satellite communications
unique ability to offer broad-
cast transmissions will have
tremendous benefits for both
the central data center and the
dealerships. The ability to
provide software upgrades to
dealerships that are automati-
cally downloaded onto the
back office machines via the
VSAT network, will save Mobil
time and money. Dealerships
are now assured of worry-free
upgrades and the central office
can be confident that everyone
is operating on the same plat-
form at the same time. Mobil
can also ensure that new
opportunities are quickly and

uniformly delivered to all deal-
erships, whatever their locations.
If, for example, Mobil negoti-
ates a new agreement to accept
a particular credit, debit, or
bank card at the gas pump,

the information necessary to
activate the new card can be
sent to all stations immediately
and simultaneously.

A new terminal product is
currently being introduced that
uses Windows NT and TCP/IP.
In the future this new product
could provide a client server
platform allowing dealers to
integrate their back-room appli-
cations, scanners, pump and
tank monitoring, email, inter-
company communications, and
a host of other applications.

All of this in-store automation
contributes to both faster
customer service and improved
decision-support systems for
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DOMESTIC OFFICES
Eastern Area Offices

CT, DE, DC, KY, ME, MD, MA, NH, NJ, NY, PA, RI,
TN, VT, VA, WV

Phone: 732-906-3100

Fax:  732-906-3550

Western Area States

AK, CA, CO, HI, ID, MT, NV, NM, OR, UT, WA, WY
Phone: 858-452-4643

Fax: 858-597-8925

Central Area States

IL, IN, IA, KS, MI, MN, MO, NB, ND, OH, SD, WI
Phone: 773-714-8800

Fax: 773-714-0223

Southern Area States

AL, AR, FL, GA, LA, MS, NC, OK, SC, TX
Phone: 404-848-7750

Fax: 404-848-7749

INTERNATIONAL OFFICES
HNS International

United States

Phone: +1 301-428-5765

Fax: +1 301-428-7099

Europe

Czech Republic

Phone: 011-420-2 / 697 5431 or 627 2690
Fax: 011-420-2 / 627 2722

France
Phone: 011-33-1 / 41-10-40-90
Fax 011-33-1 / 41-10-40-96 or 94

Germany
Phone: 011-49-2232 / 932834
Fax: 011-49-2232 / 35181

Italy
Phone: 011-39-06-844-0611
Fax: 39-06-440-2421

Russia/FSU

Phone/Fax: 7-095-967-0363
Sat. Phone: 7-502-258-0363
Sat. Fax: 7-502-253-2310

United Kingdom
Phone: 011-44-1908 / 221-122
Fax: 011-44-1908 / 221-127

Southeast Asia
Philippines

Phone: 63-2-811-0370
Fax: 63-2-811-0459

North Asia

China

Phone: 86-10-6512-2288, X502
Fax: 86-10-6512-3593

Latin America

Brazil

Phone: 55-11-5582-0335
Fax: 55-11-5582-0576

Mexico
Phone: 52-5-280-9245
Fax: 52-5-280-8875

Mobil’s category managers, the
latter being particularly impor-
tant as items carried in stores
have expanded threefold. The
PES network has the potential
for carrying all of this traffic.

Concludes Terry Kueker, "We
realize that our customers’ time
is valuable, and have designed
our gas stations so that
customers spend less time at the
pump, and can conveniently
pick up a gallon of milk, all at
the same time. VSAT technology
provides us with the speed, reli-
ability, and network adaptability
to do all of this and more."

Hughes Network Systems

A world leader in satellite prod-
ucts and network systems for
more than 25 years, HNS is the
global VSAT market leader and
has shipped more than 300,000
terminals. Headquartered in
Germantown, MD, near
Washington, DC, the company
has sales and support offices
worldwide. HNS offers commu-

“Where literally
hundreds of TINET
ports had previ-
ously resided, now
just six Ethernet
ports are connected
to the data center.”

nications network solutions that
include a complete line of inte-
grated satellite, enterprise
networking products, and fixed
and mobile wireless networks.
HNS is a Hughes Electronics
Corporation company and an
1SO-9001-certified manufac-
turer. The earnings of Hughes
Electronics are used to calculate
the earnings per share attribut-
able to GMH (NYSE symbol)
common stock. HNS can be
found at www.hns.com.
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