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CEOCFO: Mr. Stern, what is Nitel? 
Mr. Stern: Nitel is a facilities-based telecom provider. What makes us different is our 
ability to provide a better customer experience, our unique network deployment 
strategy and our proprietary sourcing tools. 
 
Our nationwide network leverages last-mile access from over 130 providers to bring 
traffic to any of our strategically deployed points of presence. This results in ubiquitous 
nationwide coverage for our clients. 
 
To take that a step further, we maintain network locations, availability and pricing from 
those 130 providers in a database that enables us to source the best option for our 
customers’ needs. 
 
We then give our clients convenience and control via a convenient network monitoring 
tool we call MyNitel. They get real-time visibility into key performance metrics along 
with a tool to initiate and manage trouble tickets – all through a web portal or one-of-a-
kind iPhone app. 

 
CEOCFO: What is a typical customer? 
Mr. Stern: While most of our clients are multi-location businesses, like banks, healthcare organizations or retail chains, 
we find that businesses of all kinds work with Nitel because they trust in our ability to deliver a positive customer 
experience. 
 
CEOCFO: What do you understand about providing services that is better, faster, cheaper, easier, more efficient? 
Mr. Stern: The telecommunications industry has definitely become commoditized. So early on, we focused on delivering 
cost-effective services in rural markets. At the same time, we heard story after story of the sub-par service our clients had 
received from other providers. While client service had always been a priority for us, we decided to double down on 
resources to serve our clients – adding more engineering support, an in-house network operations center and client 
support representatives. That is also when we introduced the MyNitel web portal and iPhone app to give our customers 
anytime access to their network performance metrics and ticketing. 
 
In the end, our ability to source networks from over 130 providers, combined with our proprietary sourcing tools is an 
efficient way to quickly match the best network option with every client. But in the minds of our customers, it results in 
them receiving the two things they want most: great service at a great price. 
 
CEOCFO: What are some of the special challenges in rural markets? 
Mr. Stern: There is usually less fiber available, so we have to go about finding more unique ways of providing a service 
for a client. There are many smaller telecommunications companies that own rural networks, so maintaining the right 
partnerships and being able to source over multiple vendors is key. 
 
CEOCFO: When you are looking at multiple vendors, is it strictly technology that guides the choice? 
Mr. Stern: If it is a fiber-based network, it is a technology-driven decision based on availability, capacity and the specific 
circumstance of the client. We certainly evaluate companies from a financial perspective and their ability to deliver an 
acceptable level of service. Sometimes, companies might have a network or some sort of service that is available but their 
track record is not necessarily up to our minimum standards to do business with. In these cases, it does not matter what 
their capabilities are or how cheap the service is. 
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CEOCFO: Are there many new players coming into the arena as far as people who you source from or is it pretty 
much set as to who has what? 
Mr. Stern: Telecommunications networks are constantly being built, although there was a big pause back in the early 
2000s on network development. There are still several people building. Big enterprises are still building networks. The 
Googles of the word are building their own networks, while all the big cable companies are attacking the enterprise 
market, so there is definitely plenty of new entrance and many competitors in the marketplace. 
 
CEOCFO: What is involved when you review a company? How do you learn about how they really provide service 
and whether they are on top of things the way they should be? 
Mr. Stern: Our evaluation starts early on with basics like the company’s financial standing and a complete operational 
review. Then we run new vendors through an onboarding process to confirm or review their capabilities, processes and 
their own service standards to ensure that we are not going to run into road blocks after we sign a contract. As the 
relationship progresses, we get a good understanding of their staff’s ability to execute.  
 
CEOCFO: How do you reach your potential customers? 
Mr. Stern: We have three sales channels. We have a wholesales division, an alternate channels division and an 
enterprise division. We have a robust and well-trained sales organization tasked with capturing new business through 
their specific channel. We do a great amount of industry networking. I am actually traveling to a trade show next week 
where companies like us meet with independent contractors or channel partners to offer services as part of their portfolio. 
Networking at trade shows and cold calling has always been efficient ways of finding good clients. It is a lot of industry 
networking and good old-fashioned sales work. 
 
CEOCFO: Would you tell us about your own IP network? 
Mr. Stern: We have six points of presence, or POPs, around the country in Chicago, Atlanta, LA, New York, Dallas and 
Denver. The network was built with the intent of allowing us to provide our own data services and IP backbone. It is 
important to understand that we still do business with 130 providers to deliver last-mile access. We provide the private 
network transport over a Nitel routed network. That is how we provide a nationwide Nitel MPLS product. 

 
CEOCFO: Would you tell us about customer service and maybe give an example of how Nitel would act over and 
above expectations? 
Mr. Stern: Nitel’s customer service is focused on four distinct touch points. It really starts with our onboarding of 
customers where our engineering staff reviews customer orders to make sure they are correct and the networks have 
been designed properly. From there, they go to our provisioning department, who are U.S. based project managers who 
interact with our clients and our vendors to ensure that network is installed in a timely fashion.  
 
To do this, we broke the provisioning process down to a greater number of milestones than is standard in the industry. 
This means we effectively micromanage the process, which leads to more frequent communication with our clients, faster 
installs and a better overall client experience. 
 
Beyond the provisioning, we have our own in-house24x7 network operations center, or NOC, in Chicago. Where I think 
we are a little different is that we are a boutique firm, we provide a boutique customer service and we are not outsourcing 
to another country when our customers call our NOC for an outage or repair. They are talking to a tier one, two or three 
tech live within 20 seconds, not just a call center operator that will turn the call over to somebody else at another point.  
 
CEOCFO: Is that an important point in the beginning or is that customer service feature something people grow 
to appreciate? 
Mr. Stern: In our sales pitch to our customers, it is definitely something we highlight. I think it sets us apart the most with 
the carriers, especially the big ones. We think it is an advantage. Customers on the end will tell you if that is the case, but 
we believe that especially since we brought our NOC in house, which we used to outsource when we were smaller, we 
have seen our customer satisfaction scores improve significantly. We believe that has had a positive impact on our 
company. 
 
CEOCFO: What is ahead? 
Mr. Stern: We will continue to build our network. We will continue to develop our network through interconnections with 
regional fiber providers. We are building our enterprise sales channel, and we continue to grow organically at roughly 14 

“What sets us apart is that we have the Best Information and Interconnection, which allows 
us the best sourcing. On top of that we have the best customer tools, service, pricing and 
more of a boutique approach to our client service. The customer matters much more to 
Nitel.” – Rick Stein 
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to 20 percent a year. We always have our eyes open for potential M&A opportunities although our growth has been purely 
organic since inception. We will continue to build the network and become our own backbone provider in the process with 
a more organic growth strategy including the three sales divisions that we have. As we develop the network, it opens up 
the doors for additional product development where cloud services are a natural fit. We are looking at developing a cloud 
service model that will be a little more full service for the typical telecom provider. Most telecom providers consider cloud 
services to start and stop with hosted voice. We will take a more complete view of enterprise IT infrastructure needs. 
 
CEOCFO: What is the key to keeping up with all of the new technologies and concepts every day? 
Mr. Stern: Generally speaking, I think that comes from our customers and what their needs are. It depends on protocol of 
the customers we are talking about, the marketplace we want to go after and general trends. We watch the new products 
that they evolve and analyze our customer set, how it would interact and how it would be beneficial to our customers. It 
really depends a little bit based on what customer segment we are talking about. We have been very successful in the 
wholesale arena selling to other telecommunications providers. Several of our customers were looking to plug into a 
network as opposed to our original business model, which was our seller. As we have developed our network, we have 
become partnered with several of our customers to interconnect to our networks. That was one strategy that we explored 
with the last year, year and a half. Cloud play will be more beneficial to our banking and our health care customers 
providing a more turnkey solution for them. 
 
CEOCFO: Are there industries where you would like to see a greater presence? 
Mr. Stern: We see a great deal of opportunity in large retailers. Between automated point of purchase and inventory 
systems as well as – in many cases – a robust online presence, retailers require increasingly sophisticated networks 
across dozens, if not hundreds, of sites. Nitel’s products are a natural fit for those customers. 
 
CEOCFO: Nitel has been recognized on many awards lists, such as the Inc. 5000. What is meaningful to you 
personally? 
Mr. Stern: It is always nice to be recognized in the industry or by your peers. We have won awards within our peer group 
for best products and best services, so those are nice awards to win. Winning awards like the Inc. 500 and the Crain’s 
Chicago Business Fast Fifty, we have been on both lists for five years in a row. I think we will be on the list again for the 
sixth year. We are growing at a clip that has been consistently recognized across the United States. More importantly, 
these awards are a testament to the service we provide to our customers. From a personal standpoint up to a company 
standpoint, we have much greater ambition than what we have accomplished. Winning awards for our past performance 
might be nice, but are not necessarily where we are headed. We are never really satisfied with the kind of growth we have 
had. We continue to work hard, and I would like to see the point where we are doubling revenue and we are able to 
establish a bigger network, a more full service product set and continue to grow our customer base and customer 
satisfaction scores. 
 
CEOCFO: Why is giving back important for the company and for you and where do you focus your efforts? 
Mr. Stern: Personally, I have always had a gentle heart for kids. I have four children. As a parent, I am partial to giving to 
charities that involve children. It is important for me to give back to the community. Our core charity is Mercy Home for 
Girls and Boys in Chicago. As a company we do fundraising, but beyond fundraising, our people donate their time during 
the holidays to decorate their offices, and we donate turkeys and hams on Thanksgiving as well as Christmas gifts for the 
kids during Christmas time. We also take part in an event that they call March for Kids, where they basically raise money 
by selling awareness pins. A bunch of our staff will go out around Chicago – much like the Kiwanis at every corner raising 
money with the bucket. We will be selling pins again this year to raise money and awareness for the children. We also 
have a 5k race every year where participants raise funds. We support a number of other charities as well, such as the 
Pancreatic Cancer Action Network, Children’s Memorial Hospital and Lutheran General Hospital Pediatric Critical Care 
Center out in the suburbs of Chicago. 
 
CEOCFO: Put it all together for our readers. Why pay attention to Nitel? What sets the company apart? 
Mr. Stern: The company is an aggressive, nationwide telecom and network services company that provides a customer 
experience that is second to none. We specialize in IP networks and, as I mentioned, we are continuing to grow our 
product set into the cloud service arena.  
 
We have two tools that give us a unique selling advantage. We have a proprietary database of over 130 telecom provider 
networks and a unique IPhone application that allows real time network monitoring to any network node, firewall or router. 
What sets us apart is that we have the Best Information and Interconnection, which allows us the best sourcing. On top of 
that we have the best customer tools, service, pricing and more of a boutique approach to our client service. The 
customer matters much more to Nitel. We have state-of-the-art facilities, the same as every other carrier, but it is really 
the personal touch that differentiates us. If it is wholesale or other telecommunications providers buying services for us, 
the single-source solution matters quite a bit to them as well, so our ability to source over multiple vendors is a significant 
value proposition. 



 
 
 

4 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
BIO: Rick Stern is pushing us to do our best thinking for our customers every day. That’s his competitive nature, starting 
as a gutsy kid on the football field. Whether calling the plays on the field or in the boardroom, Rick is a natural leader who 
develops a solid team that shares his vision. 
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1101 W. Lake Street, 6th Floor 
Chicago IL 60607 
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