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Location Independent Working with
Broadband Communications
Organizations are often challenged with providing
communications infrastructures to smaller remote sites,
as the cost of leased lines can be prohibitive. This
problem can be overcome by the use of broadband and
remote IP technology from Mitel. This broadband
telephone system enables organizations to provide
remote workers and micro-sites with extension number
access to the central voice system and allow users to
access all of the same features as the main host site,
likevoice mail, centralized directory and conferencing. 

It is easily implemented using a router and a standard
Mitel IP phone at the end user’s location. This is plug
andplay technology, which means that it is easy to
implement and maintain and therefore results in minimal
management overhead. The Mitel Teleworker Solution is
by far the most cost-effective and easy to deploy system
on the market. 

The Teleworker Solution does not require a VPN and
usesadaptive jitter buffering to improve voice quality
over the Internet (G.729 compression to reduce
bandwidth requirements). Moreover, the remote IP phone
can stream voice conversations directly from one remote
IP phone to another without the voice path going back to
the Teleworker Solution gateway. This is ideal for remote
offices working over a small Internet link. For added
security, the Teleworker Solution uses Secure Real Time
Transport Protocol (SRTP) for encryption with 128-bit AES
encryption of voice connections and uses SSL to encrypt
the call control.

To ensure the remote IP set is always available, the Mitel
Line Interface Module is available to provide remote users
with the ability to make and receive calls on an analog
line in either of the following modes: 

• Line Interface Module Mode: Users can access
theanalog line at any time by pressing the
programmed key.

• Fail-over Mode: Users can use the analog line
whenthe IP connection has failed.

With the LIM fitted, emergency (999,112, etc.) calls are
automatically delivered over the analog line to the local
emergency response unit. It is important to note that the
LIM module is not restricted to the Teleworker Solution
handset, but is equally applicable to regular Mitel
desktop handsets that require PSTN access in case
of network failure.

Centralized Management with
Enterprise Manager
Converging voice onto the network provides for
enhanced flexibility and mobility within the organization.
As voice becomes an application, it can be centrally
managed anywhere on the network using Mitel
Enterprise Manager, a browser-based technology from
Mitel. Network managers benefit from a single system
view of all users, sites, equipment features and services.
Moreover, from an administrative point of view, adding
and deleting employees in the directory and setting
up new access rights for users becomes a far simpler
proposition under this system. In an organization,
often characterized by large numbers of personnel
and numerous buildings, the ability to dynamically
manage employee information is critical. This is a key
management issue which imposes unnecessary costs
and delays and is easily addressed by deploying
Enterprise Manager from Mitel.

Network managers can sit anywhere on the Wide Area
Network (WAN) or dial in from a remote location to
assess network performance and make changes where
necessary. Centralized management of the voice system
removes the complexity of management that exists in a
traditional PBX environment. Web-based tools provide
for flexibility in application and network management.
This leads to a reduction in the need for dedicated
resources for operations, administration and
maintenance personnel. 

Seamless Single Point Provisioning Users,
Applications, Platforms

• Plug-and-Play Phone Installation
• Single Entry User and Applications Provisioning 
• Configuration Wizards
• Software Installer
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Simplified Network Configuration

The Possibilities
Hot Desking
Hot desking is optimal for staff working at multiple
locations or staff sharing an office, as it allows multiple
users to share the same IP phone. When users log into
the IP phone, their attributes (previously defined in the
system) are applied to that phone. Their own phone
settings, including directory number, are associated with
the device. Once they are ready to move on, they simply
log off the phone. If the user fails to logout, the system
has a safety guard in place to log the user out after a
pre-determined period of idle time. Phones can be
restricted when no one is logged in, or limited to
internal dialing only.

Attributes like phone number, call restrictions, call
forwarding, message waiting indication and features
on key appearances are all part of a user’s profile.

Mobile Extension
Nearly half (48 percent) of all UK employees admit to
using a mobile phone while sitting at their desk, a habit
which represents a significant cost to their employers.
Despite the fact that calls made from a mobile typically
cost double those made on a landline, employers are
slow to clamp down on staff using mobile phones from
within the office. If they could persuade employees to
avoid just one five minute mobile call a day it could save
UK industry around £2.5 billion per year.3

Mitel Mobile Extension allows users to take or initiate
a call on a mobile phone or a wireless phone while in
transit and switch to a desktop phone upon arriving at
their office. A user can switch back to a non-fixed device
if attendance is required at a meeting or at another
location. Combined with hot desking, it allows users to
log onto an IP phone anywhere on the network and the
phone adopts their profile including keys and functions. 

• Works with ANY mobile phone
• One number rings all devices simultaneously
• Twinning desktop phones and wireless phones,

mobile or DECT or SpectraLink
• Can be configured to share one voice mailbox

among all devices 
• Seamlessly transfers call to desktop
• Eliminates the need for call forwarding or “find me,

follow me”

Speech-enabled Directory
A significant problem faced by many institutions is
managing the flow of incoming calls.  A large part of
the problem is attributable to the number of internal
calls being made to the switchboard.  Large organizations
have large employee bases with a significant level of
turnover, making it impossible to keep a directory up
to date. 

Even with modern directory applications in place, large
sites can suffer from massive operator overload and
hence significant waste of resources from internal traffic.
To overcome this issue, organizations are turning to
speech-enabled directories to remove the burden of
internal call transfers from the switchboard.

Mitel Business Application Paper | 7

3 Source; London, UK, 30 August 2006 – research from Mitel.

We used to spend nearly
$20,000 each quarter on
service calls for small
changes to the phone
system. With the new
Mitel solution, we now
remotely manage the
phone system ourselves,
and have even been able
to scale back our IT
support due to the remote
management features.

“

”– Mark Haggerty, Regional Manager, IT Operations
Carlson Wagonlit Travel
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Speech recognition systems have come a long way over
the past few years. The introduction of a new generation
of speech-enabled applications allow users to access
people, departments or services simply by stating to
which name or department they wish to be connected.
In addition, the uptake of voice-enabled technology over
the last few years in private commerce has removed
most “user fear” from such applications.

The speech-enabled directory from Mitel will save callers
the trouble of remembering and dialing numbers and
extensions, asking only that they say the name of the
person or department they wish to speak to.

A speech-enabled directory not only improves employee
productivity through improved caller management,
but also can significantly reduce overhead, as fewer
operators are required to manage the transfer of calls
between staff.

Contact Center Management
Most organizations have traditionally relied on
conventional call handling to manage incoming calls.
However, call traffic can often erupt with sudden bursts
of activity which cannot be forecast. Without tools to
understand how calls are being handled and how many
calls are being abandoned, the organization is in jeopardy
of leaving a poor impression as it struggles to answer
calls from the public. 

The telephone is the main vehicle of communications
after engaging with someone in person. Handled properly
it can create a positive impression of service – improperly,
a negative one. For this reason, a contact center is
pivotal to successfully managing contact with the public.
Informed management is essential in the provision of
an effective contact center. As the concept of using call
center technology to support effective call management
becomes more widely accepted organizations are now

adopting call management technology to establish
a contact center. 

Mitel offers contact center management tools designed
to allow contact center managers to easily understand
call traffic activity and react to changing call volumes in
real time. The technology is intended to be easy to use,
ensuring that managers can get on with the task of
supervising staff as well as call activity, without having
to be technical experts of the software.

It offers standard call center management tools like
historical and real-time reporting as well as tools to
dynamically change agent’s queues. Importantly, reports
on call center performance can be created on the fly.
With over 400 pre-built templates, creating a report is
easy. Automated scheduling means reports can be
emailed to senior management automatically.

Moreover, Mitel offers innovative tools to improve
call flow and management. Tools like recorded
announcements, voice callback, web callback and the
use of Your Assistant provide interaction with staff in
other departments ensuring operational efficiencies
that improve call flow and completion. The contact
center suite supports remote agents who can be
managed using a web-based browser. 

• Historical and Real-Time Reporting
• Web Callback
• Voice Callback
• Interaction with Automated Banking Service
• SMS Intelligent Routing
• Contact Center Agent Scheduling
• Agent Adherence
• Dynamic Management of Queues
• Remote Agent Support
• On the Fly Reporting Tools

Soft Phones: Using a Telephone on a PC
Most people can’t actually transfer a call or set up a
conference call on a traditional phone. Providing people
with features on their desktop to set up a conference call
or transfer a call makes it much easier to use the features
of the telephone system. People have become quite
accustomed to the feature of clicking to dial a number on
their mobile phone. This is now available with the Mitel
Your Assistant™ Softphone. 
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University of Surrey uses Speech
Server to connect up of 9,000
students and 2,500 staff.
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Extending beyond a soft phone, conferencing and
collaboration tools for presence and availability,
knowledge management and issue resolution are
available either through Your Assistant or Microsoft Office
Live Communications Server 2005. Thanks to its leading
edge technology developed through Your Assistant, Mitel
has led the way in integration with Live Communications
Server 2005. With Mitel, organizations can take
advantage of tools for presence and availability that are
designed to define when you are on the phone, in a
meeting or away from your desk; to conferencing and
collaboration tools, allowing users to engage in informal,
on-the-fly conferencing and knowledge sharing.

Unleashing the Desktop: Pervasive Access
to Communications
Traditionally, access to information and communications
has been limited to wired devices, creating unnecessary
gaps in information, often inhibiting staff from doing
their job effectively. 

The 3300 ICP supports an embedded 802.11b wireless
gateway to provide for wireless communications devices
across your network. Mitel has sought out best-of-breed
technologies in wireless telephony and works in
partnership with SpectraLink to provide seamless wireless
voice communications. As long as users are within range
of a wireless access point, they can make and receive
calls. With a combination of a wireless infrastructure
and an IP-based phone system, wireless IP telephony
becomes an integral part of the communications
infrastructure.

Both fixed LANs and wireless LANs are capable of
carrying IP telephony traffic effectively. Wireless IP
telephony systems work with standard 802.11a/b/g Wi-Fi
LANs, reducing additional wiring costs.

SpectraLink handsets have all the features of a desktop
phone, and usage can be restricted according to job
category. For example, administrators can make outside
calls but security staff cannot.

The handset not only serves as a telephone but as a
two-way messaging device. Moreover, applications have
been devised to support monitoring and control of

devices within an organization’s offices. The ability for
the SpectraLink handset to receive notification that a
door to an area is ajar can significantly reduce the risk
of theft. Moreover, if it is a motorised door, with a
mechanism meant to open and close automatically, it
can be remotely controlled by the SpectraLink handset
by someone anywhere in the company who receives
the notification.

SpectraLink handsets can also provide added support for
security. The handsets can be used to initiate broadcasts
in an emergency, as well as supporting lone workers.

Mitel Business Application Paper | 9
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Executive Summary
Issue Solution

Integration with Existing Telephone System Mitel appreciates that legacy equipment is a reality for
most organizations and for true unified communications
to exist, technology must be designed for the power of
the new while accounting for the realities of the old.

Mitel takes unified communications beyond the
conventional context by integrating legacy telephony
and IP telephony with a multiplicity of communications
tools.  Organizations can take advantage of these
new applications without sacrificing their existing
infrastructure. The 3300 ICP is the absolute
multifunctional special purpose tool of communications,
allowing an organization to implement innovative
work-enhancing solutions while retaining their
existing equipment.

Integration with Existing Network Infrastructure Network agnostic – the 3300 ICP works over any
infrastructure. Unified communications cannot be
achieved without first taking into consideration network
interoperability. The 3300 ICP can be configured and
integrated into any LAN / WAN infrastructure – regardless
of the manufacturer. The 3300 ICP works over Cisco®,
HP®, Enterasys®, Extreme Networks®, Foundry
Networks®, Nortel® or 3Com, indeed any infrastructure,
thereby eliminating any issue with vendor lock-in and
ensuring organizations can select best-of-breed
technology to satisfy their communications requirements.
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Issue Solution

Migration and Interoperability It is common for organizations to phase in IP telephony
so that they can continue to use existing PBX equipment.
However, this transition can lead to issues around inter-
working between traditional and IP phone systems,
including the loss of valuable telephony features that
many organizations have come to rely upon.

To ensure features work across disparate telephone
systems, manufacturers of telephony equipment have
worked together to establish signaling protocols.
Signaling protocols play a crucial role in providing
interoperability between telephone systems by
supporting features and functionality between telephone
systems. QSIG and DPNSS (Digital Private Network
Signaling System) are signaling protocols designed to
provide communication between different PBXs. 

The 3300 ICP is a state of the art VoIP platform that is
designed to work with other manufacturer’s PBX systems,
meaning organizations can retain their current PBX and
add new applications by way of the 3300 ICP using QSIG
or DPNSS.

The ingenuity of this approach is that even though the
organization has deployed the 3300 ICP as a gateway,
it can also be used to add on new handsets and
applications. Mitel offers one core platform, which can
operate as a gateway or a full-fledged PBX. Therefore, it
can support an application and at the same time be used
to migrate users over to IP, either one handset at a time,
or by department or application as an organization’s
budget allows.

Mitel Business Application Paper | 11
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Issue Solution

DPNSS Integration QSIG provides a lower level of feature transparency
than DPNSS, while interoperability through DPNSS
continues to provide the greatest level of integration for
most PBXs. DPNSS is the signaling protocol used by the
Siemens Realitis DX / iSDX, a PBX popular within
organizations. If an organization needs to integrate
existing PBXs, DPNSS is difficult to do without. 

Mitel has one of the highest levels of DPNSS integration
on the market, providing comprehensive interoperability
with traditional TDM (circuit switched) systems like the
Siemens® Realitis DX / iSDX, Ericsson® MD110 and
Nortel Meridian.

Cost of Migration Mitel provides organizations with communications tools
that take advantage of the latest advances in technology
without compromising existing investments. Migration
can occur one handset at a time, or one department at a
time, when budget allows. Mitel provides organizations
with flexible options for deployment by providing a
platform designed to act as both a TDM and an IP-based
telephone system or as a gateway that facilitates
interoperability with an organization’s existing voice
infrastructure. Mitel offers an open, extensible platform
designed to work over any network infrastructure,
thereby allowing an organization to select best-of-breed
technologies. Mitel provides a pragmatic and intelligent
migration path for organizations for who rip-and-replace
is not a viable option.
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Issue Solution

Seamless Connectivity The 3300 ICP architecture uses the IP network to connect
IP telephony devices and provides an integrated TDM bus
to switch calls between traditional telephone devices. The
3300 ICP has the ability to switch all types of traffic – IP,
ISDN or analog. The 3300 ICP provides native call setup,
tear down, and signaling between IP connected phones.
For traditional telephony, such as analog extension and
PSTN trunk connectivity, call handling is also handled
natively by the 3300 ICP via a conventional TDM
circuit-switched subsystem.
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Companies don‘t make decisions, people do. That is why Mitel is leading

the way toward a new and more personalized approach to communications

for enterprise and small business. Our innovative solutions, applications

and desktop appliances enable you to access, process and control your

communications and information naturally, simply and efficiently. 

Our solutions allow you to collaborate over distance and time and to interact

with your customers, colleagues and partners as never before. By combining

the power of voice, data and video over converged high speed networks, Mitel

provides you with flexible and personalized tools that let you leverage the

latest advances for personal and organizational advantage.
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