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voicetec

voice data technologies ag
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* hochentwickelte Contact Center Funktionalitaten fur Microsoft Lync

* modernstes Contact Center Management

* flexible und innovative Lésungen



Mitel Complimentary Products
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Microsoft Lync
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Mitel Today: Large, Global, Growing

OPERATING IN OVER IN REVENUE
COUNTRIES
2500
# 1 IN WESTERN EUROPE
OVER
IN CLOUD BUSINESS CLOUD SEATS

END-USER CUSTOMERS

PORTFOLIO IN
OVER THE INDUSTRY

MITEL NETWORKS
CORPORATION STOCK
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Mitel's MS Lync Complimentary Product Portfolio

» Mitel is able to provide a complete portfolio of Microsoft Lync enabled solutions.

LYNC
CONTACT
CENTER

LYNC
PHONES

LYNC
SIP-DECT
SETS
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Mitel MiContact Center
for Microsoft Lync
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Broad Base of MICC4Lync Customers
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Product Value Proposition

Built natively on the Microsoft Lync Server call control and Lync desktop client, MiContact
Center for Microsoft Lync is an end-to-end Lync solution that offers more sophisticated
functionality than Microsoft Response Groups without the cost and complexity of stand-

alone contact center solutions.

00 Mitel



Path / Queue Concept

Primary Agent
Group

Overflow
Group #1

Overflow
Group #2

Overflow
Group #3

« Each path (Queue) has a series of agent groups within it.

« Each group can have it's own unique overflow timer;

Timers determine when the call flows to the next group.

« Each path can have recorded announcement (comfort) message(s) programmed

for it.
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Overflow / Interflow & Look Back

Overflow
Path #1
Priority Level Prime Agent Overflow Overflow Overflow
rlority Leve Group Group #1 Group #2 Group #3 _W

Look back

K Interflow

L—) Prime Agent Overflow Overflow Overflow

Group Group #1 Group #2 Group #3
I I I I

Additional Paths / Lync Response Groups / Voicemail / End Points

P ®
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Network Topology

* Lync Standard or Enterprise Edition (single pool, single Front-End) deployment.

Handles media playback of,
= Recorded Announcements

o = Call Waiting & Estimated Wail Time
a ! = Welzome and Closad Message
oo L Greetings
. . . = Music On Hold
&0 Mitel

MiCC4Lync

g 3

Ignite
Lyne
Cllent

Med ia Muroay
Gateway L}’n‘:

T g
IP Phone
— Media

=—— Signaling
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* Mitel ACD routers and

applications typically
reside on a single
server and integrate
to Lync call control
through UCMA/SIP.
Calls to ACD queues
do not leave Lync
Front-end: Routers
apply ACD business
rules, play
announcements and
then route calls to the
longest-idle agent
through their Lync
client.

Mitel Server can be
virtualized.

00 Mitel



Network Topology

* Lync Enterprise Edition deployment (multi pool and Front-end)

Lync Enterprise

e Mitel
_9 Listener/Provisioner
ﬂg are installed on each
Front-end Server.

Front-End 3

" |

Wedia * Asingle Mitel Router

Ej Ej e P is installed per Lync
Enterprise Routers handle L gf g Channel E nte rp rise P OOI .

:ned::e?:rﬁ:gc:nﬁguncamsnts P h° "
»  Call Walling & Estimated

Wait Time . . H
+ Wecome and i o0 Mitel * lIfthereis only one
»  Music On Hold (Single MiCC4Lync Enterprlse Pool, the

Source - nierprise Sarver

) | = Eetalr%megala Router Can be
- Summary .
LS B T —— collocated with the
h &7 - enarlaonars Enterprise Server

PY ®
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Features

» Automatic Call Distribution (ACD) routes voice calls based on:
* Longest idle agent
* Business Hours

« Overflow/Interflow timers to route calls to other queues, agent groups or
answer points

« Auto Attendant and Intelligent in-queue messaging: expected wait time,
announcements and music.

* Leveraging the Enterprise presence from Lync, providing contact center agents
instant access to key subject matter experts, support teams, and business
intelligence across the enterprise.

* Reporting on all contact center resources and the ability to readily share them with
others in the organization.

00 Mitel



Features

* Real-time monitoring and control of agents and ACD queues with the ability to
take immediate action to address service affecting issues and ensure customer
service quality.

 Auditor capability, allowing rewind of the real-time monitor to investigate
complaints are times of poor performance

» Agent Forecasting the number of employees required to meet service level goals.

» A single-point of administration for system provisioning and synchronization of the
Contact Center Management database with Active Directory and the Lync Front
End server.

* CRM Screen Pops based on ANI (telephone number of the caller) or the DNIS
(the number the caller dialed).

00 Mitel



Mitel Ignite Features

* Rich Ignite interactive buttons
enables agents to:

* Login/Logout of ACD and
make themselves available to
specific queues.

+ Manage Make-Busy and Do-
Not-Disturb states with user-
definable and reportable
reason codes.

* Request help from
supervisors.

* Open real-time Agent, Agent
Group, and Queue
performance displays.

15 | ©2014 Mitel. Proprietary and Confidential.
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=
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l Kevin Middlemiss - In a meeting
Matt Lalonde - Available
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®
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Mitel Ignite Features

gnite| B Lyne - 0 x
File  tdeet Mowe Tools Help
Yithat's happening today?
| Leigh Thomas
. DD:1R:A Auailable fDrA.CD -vA\.-'aiIabIe -
* View your ACD agent state e
& % T o
. = 2 | Find sameone or dial a number P
: Ignlte eXtendS the Standard Lync H‘IHDACD GROUPS  STATUS = RELATIOMNSHIPS = MNEW -
presence states to make them specific et | 05020 - CCM Queue (8/13) -
t0 a contact center MUl 4 Q5083 - CCS Queue (8/13)
h::.ifl Andrew Demski - Inactive
* View the ACD agent state of other [ oo Youk- it
agents In your contact center | e e e Bl
. . . . Jim Hammond - Away 40 mins
« Ignite interactive switches the toolbar
to provide a summary view of an J ot Grbant - At
agent S performance E John Osborne - Away 5 mins
I Kevin Middlemiss - In a meeting
| Matt Lalonde - Available
|; i Patrick McDowell - Available
B~ 02 - CALL FORWARDING OFF €D)
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Mitel Ignite Features

Agent Stats  Queue Stats

* Ignite dashboard slides
out to view real-time & e %

Qutbound Make Do Not Non
AD Busy Disturb ACD

agent and queue o 0 o 0
performance statistics.

Julian Jolley

Qutbound Make Do Net
Busy Disturb

0 0 0

« Agents can control their
availability in queues —
and request help from e
their supervisors with
the click of a mouse.
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Leigh Thomas
Qutbound

0

Simon Skellon
Qutbound

0

Make
Busy

0

Make
Busy

0

Make
Busy

0

o Lync ]
File MeetMow Tools Help
What's happening today?
[ Leigh Thamas
Suailable for ACD - Available =
SetVour Lacation ¥
[ ] 1 o L~
- s
| Find someane or dial a number P
GROUPS | STATUS | RELATIONSHIPS | NEW -
I Q5080 - CCM Queue (8/13) =
4 (5083 - CCS Queue (8/13)
Andrew Demski - Inactive
h Chamroeun Youk - Available
i lan Cameron - Available
‘ﬁ- Jim Hammond - Away 40 mins
I £ /ohn Graham - Availaie
E John Osborne - Away 5 mins
I Kevin Middlemiss - In a mesting
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Patrick McDowell - Available
=
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Mitel Ignite Screen Pop

 As calls arrive,
Agents and o i e
employees using

guite | & Lync - 0O x

=19 ~ & X || i Account:Todd Simonsnc... %| | What's happening tacay?

Matthew Clare
Available for ACD - Available ¥
Set Your Location ¥

tnai‘m
* I
2

48 Microsoft Dynamics CRM Sumeth Muk '
TLAE

Account | Add 2

H I save & New ‘% L@l} A sharing @ @

- - LY i Deadtivate E (¥ Copya tink Q-
Save Saved Add to Marketing Connect Assign Run  Stat  Run
I C rOSO n C WI Close 3 Delete List = HEmailalink  Workllow Dialog Report~
save Callaborate Process Data Find gzl number o
- H e R = GROUPS | STATUS ' RELATIONSHIPS NEW &
Ite g I I Ite ( :an e Y todd Simons Inc. ? 5080 - CCM Queue (8/13) %
e 4 :
petalls Primary Contact Preferred Method of Contact Ouner 08 CTT O 20
H [ ;“‘:‘“’: o Any £ Administrator Administrator T e ——
otes & Adivities
recelve screen pops M= .
nl h Chamroeun Youk - Available
- - Related =
r I ' l I I I | - General
4 Common = lan Cameron - Available
|=] More Addresses Account Name * Main Phone <1002 |
. 2} Activities
such as Microsoft 3 e = e e
£ Sub-Accounts Account Number Fax
8 contacts Parent Account &  wensite John Graham - Avaitable
8} connections
3 Documents E-mail tsine@tsinc.com
. John Osborne - Away 5 mins
4 Sales Address
f Opportunities
Y Quotes fiddressiipe B 7./ Kanata i Kevin Middlemiss - In s mesting
Orders Address Name 10 Brewer Hunt L State/Pravince Ontaria
imioices 5 i T = " Matt Lalonde - Avaiable
4 service
status Active
G - .
d Screen po pS Can be s Patrick McDowell - Available
based on ANI SR .
)
DNIS, or CLID 1P 4%
] 2 U acoiogdsimmonsisiptodd®wp.. (001
Accept

Redirect - Decline

P ®
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Mitel Supervisor Client Features

: Fe \View Admicdimton Fealtme Took  Windows Help

] | oo - Q Tea - @ 0 (P ot P o - g Owes - P Macne D’“""""‘“E
Supervisors

Supervisors can
right-click agent

|Hndl |Abe | Teme

| Present

silent monitor and

can tag agents '. ey cells to initiate
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Sratus | g5, wig [wig Fawail :-\CE! i owed Teme |Time Tolk (% Mgl :wt {inNot NS MiNS
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in to help with

Ao 3]
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[y 1385 1378 ol 1
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@ Jebe Graham ¥ Jimtsmmaond ol i aadiss Set Do Mot Dastunts .
jae| 1378 1377 Remee Do Nt Disturh
- G Qa0 5T Lameh Sare tabile 1o freme i Work Toer
Supervisors CD - QS090. ~4TEES1EMD0aies ke By - Lunch i
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and Microsoft
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* Log an agent
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e Join/Leave
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41 5ot S *  Set Make Busy,
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e and more.

Supervisors can
view queued calls
and queue
statistics, such as
Longest Waiting,
Agents Available,
ACD Handled,

Abandoned and

]r.‘cm-cmmm 1.4 on pon 5024

Telechors sraberm b Wednesday, March 30, 2078 317:11 PR

Curvent prolle: Jokwrloniie
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Mitel Contact Center Reporting

» Over 115 standard reports, enabling you to measure contact center agent and
gueue performance, over any date and time horizon, including Make Busy with
Reason Codes and Do Not Disturb states.

Customizable, on-the-fly reporting, including filtering options.

Scheduled reports, automatic report printing, and automatic emailing of reports to
a specific contact or group of contacts.

Unique reporting inboxes for each supervisor.

Based on Microsoft SQL and SQL Reporting Services.

Reports delivered in formatted Microsoft Excel or Adobe PDF.

00 Mitel



Mitel Contact Center Reporting

Queue Hourly Performance
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Messaging &
Announcements

Options
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Bolt On IVR

with Visual Workflow Manager

* Quickly and easily manage call
flows with intuitive drag-and-
drop GUI

Copy and add to call workflows

Managed through YourSite
Explorer — the same admin
interface as MiCC4Lync

Ability to run IVR activity
reports

Can be used to enhance the
resiliency of MiCC4Lync
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IVR Routing

* Visual call flow editing & publishing

Self help workflows that guide callers to information, extensions or queues

Collected Digits — dip into CRM and screen pop record to agent

Position in queue, expected wait time & Queue conditional messages & routing

Integrated prompt editor

Unified Visual Queue - visual representation of all interactions — voice, web chat,
email, etc — that are waiting in a specific queue

Voice & Web callbacks managed through web callback monitor (7.1) &
automatically queued to agents (8.0)

» Can be sold independently of the MiCC4Lync

- 00 Mitel



Multli-media
(or Multi-channel)
Contact Center
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Email Server Support
Microsoft Exchange 2007/2010/2013, Exchange Online and Gmail

« Multimedia Contact Center application will be an IMAP/SMTP interface in order to
support Microsoft Exchange 2007/2010/2013, Exchange Online and Gmail.

« If using Exchange as an email server, only the corporate Exchange Server will be
required.

« Gmail requires subscription to Google Apps for Business.

« If using Gmail or Exchange Online there is no local Exchange Server requirement.
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Multimedia Contact Center
Agent Desktop Application (“My Folders” view)

Inbox ringing indicators

Group Sort Options

/ Contact Statistic Sort Options

My Folders
Inbox
Handled
Mo Reply
Junk
Failed
Archives

4 Unified Queues

Folder
View

I 2 %% 2 support 0%
4 Neon-Unified Queues

1 B2 1 Sales

1 B8 o Sales

1 % 2 Prio... [01:03:20] 0%

[ 0745 0%

[-10%

A

Status

. gordon_|lee@mitel.com

E Realtime Monitor

| Media v | [=] |st cotntaown

, a:E
4 Email
Lee: Gordon
_. gordan_lee@mitel.com
¥ do you sell widgets [CSE PBUDOe THT: VUXVYD]
1:02 PM
Lee; Gordon
dc sell widgets [CSE: HOnadS TKT: igfcsH]

1:20 PM

\

System Received Time

Custom Sorting

Y-

M Ta:
&

Agent Presence
= lee; Gordon 2. / 9
do you sell widgets [CSE: PBuDDe TKT: VuXVY0] O
4

—> Make Busy
Lee, Gordon <gordon_lea@mitel.coms> Q

= \Do Not Disturb

Bee:

Tuesday, September 10, 2013 1:02:26 PM

Subject: RE: do you sell widgets [CSE: P8uDile, TKT: VuxXVY0]

B 7 Us|ZiS|l=E=s==|A-2-/§E&

Font Family ‘~ Font Size

Action
Toolbar

From: Lee, Gordon <gordon_lea@mitel.com>
Date: Tuesday, September 10, 2013

To: Mick Lalonde <pfyremedia@gmail.com>

Subject: do you sall widgets [CSE: PEuDOe, TKT: WVuXVY0]

looking to buy widgets

Gordon Lee

Product Manager, Mitel Networks
@tel. 613.599.0045 ext. 1768

= fax. 613.599.7677
tZemail.gordpn lee@mitel.com

=mail. 10 er Hunt Way
oo Agent Workload

[-@—> Sign Out

~ History and Acgbunt Codes

Time in Rhging: 06:31

Bar
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Preview
Pane
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Multimedia Contact Center Desktop

Agent Desktop Application (“Realtime Monitor” view)

E Realtime Monitor

m My Folders

Cueue Agent Group Agent Employee

Support
= P100

Contacts
Waiting
Offered
Interflowed

Service
Level

Requeued

Queue Group
——

=
h<g Sales
» P200

Contacts
Waiting
Offered

Longest
Waiting
Handled

Abandoned Interflowed

Abandoned Service
% Level

Regueued

Longest

Waiting

Handled
Abandoned

Abandoned
%

General
=  P300

Contacts

Waiting
Offered

Interflowed

Service
Level

Requeued

Longest

‘Waiting

Handled
Abandoned

Abandoned
%

Support
100

Contacts
Waiting
Offered
Interflowed

Service
Level

Regueued

s

b4 gy Support

e 100

" Longest Contacts
Waiting

‘Waiting
Handled Offered

Abandoned Interflowed

Abandoned Service
% Level

Regueued

Longest

Waiting

Handled
Abandoned

Abandoned
%

Sales
200

Contacts

Waiting
Offered

Interflowed

Service
Level

Requeued

Longest

‘Waiting

Handled
Abandoned

Abandoned
%

Sales
N
u 200

Contacts
Waiting

Offered

Interflowed

Service
Level

Requeued

General
300

Contacts

Longest
Waiting

Waiting

Handled Offered

Abandoned Interflowed
Service

Abandoned
Level

*
Regueued

Longest

Waiting

Handled
Abandoned

Abandoned
%

g General
u 300

Contacts

Waiting
Offered

Interflowed

Service
Lewvel

Requeued

Longest

Waiting

Handled
Abandoned

Abandoned
%

0+0/1

0+0/1

0+0/1| A

Time in Idle: 01:12
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Multimedia Contact Center Administration

Routing using Visual Workflows

¢ In this example, the email media

server has received an inbound
email. It directs this email to its
inbound workflow.

7| Schedule

A check of the receiver’'s emalill
address is used to determine
whether it is directed to the support
branch or sales branch.

The appropriate email
acknowledgement is sent based on
a check of the business hours.

The inbound email is routed to the
support or sales queue group.
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Visual Workflow Example
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Multimedia Contact Center
Contact Us Tab

* New “Contact Us” tab can be placed on any web page expanded to

of methods which the customer can choose to contact the company.

provide a list

I

B e B

CONTACT CENTER f

“We're super excited to be able to see how long people
really are in the queues—3 minutes or 30 minutes?”
Jason Saidoo, Sr. Director, IT, Chicago Bears

UNIFIED COMMUNICATIONS & COLLABORATION VIRTUALIZATION
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Multimedia Contact Center
Contact Us Tab

» Contact Us tab can be configured to auto expand if user remains on web page
for specified time.

* New statistic “expected wait time” can be displayed beside each contact method
to inform the customer which method has the shortest wait time.

GO viTeL

@
Expected wai time: 00:02:35

CONTACT CENTER

“We're super excited to be able to see how long people
really are in the queues—3 minutes or 30 minutes?”

Jason Saidoo, Sr. Director, IT, Chicago Bears

Expected wait time: 00:01:45

isn pojuo)

Expected wait time : 00:01:32

Expected wait time : 00:02:15

Py -

UNIFIED COMMUNICATIONS & COLLABORATION VIRTUALIZATION MOBILITY CONTACT CENTER

®
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Multimedia Contact Center
Web Chat / Pre-Chat Form

» A default pre-chat web form is
provided and can be customized.

« Option to use chat client to
present pre-chat questionnaire

and record responses. WI cked Tix

Your Mame

* Pre-chat input can be used by
inbound workflows to filter chat oL Emall Adress
requests and direct them to
different queues.

Topic for Chat

Estimated wait time: 0:00

00 Mitel



Multimedia Contact Center
Web Chat / Chat Client

i3 Chat Now

» Typing indicator is provided for
both parties. Ellaina test

hi Ellainz

» Clickable URL links can be
received which will open web gord finally
page iIn new browser window. Ellaina hi gord how are you today

&) Wicked Tix

P ®
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Multimedia Contact Center
Web Chat / Chat Agent View

* Media can be
sorted by media

type

» Agent double clicks
on offered chat
contact to start chat
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< Folders
4 My Folders
1 Inbox
Handled
No Reply
Junk
Failed
Archives

Unified Queues

b

&

MNeon-Unified Queues

1 24 o Support [-10%

1 & o Sales [-10%
1 Sales [-10%
18 Support  [-1100%

1 % o PriorityQ  [-10%

m My Folders

E Realtime Manitor

&) Fiter: Inbox

-

&' Mo Group

Gordon
glee@mitel.com

~  Custom

Want to biy widgets

3:22 PM

01:15

Reset  Custom Sorting

B Gordon

Want to buy widgets Support (3:22 PM)

yes

[SupportiBot]

Please Enter Your 4 Digit Account

Gordon
1234
[SupportBot]

Please enter a number 1) Support 2} Sales

Gordon

[SupportBot]

We are assigning you a support agent. Please wait..

How can | help you today|

~ History and Account Codes

Time in ACD: :25

ER0+0/3 ®1+0/3| A

« 1 G

Next Longest

Transfer Hold

00 Mitel



Multimedia Contact Center

Reporting and Supervisor Enhancements
Queue Chart Traffic Report

Queue Performance - Call Volume and Agents Available

Parameters:

o s o : i 3 Queue Group: [Pfprim] P280 - CCM
This report shows voli gents av f q 7 5

Report Interval: 60 Minutes

Counts

-
|PE——

A

—40

—-20

=10

08:00 10:00 1200 14:00 16:00 18:00 20:00 22:00
o700 03:00 11:00 13:00 15:00 17:00 15:00 21:00 23:00

Time

8 Handled = Offered M Service Count M Abandoned M Interfiowed = Available Agents
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Multimedia Contact Center

Reporting and Supervisor Enhancements

Unified Queue Group Report

| Unified Queue Group Overview

Jnified Queue Group Performance date. Calls handied by hour, media server traffic. service sffectng stetishics. avail
Traffic Handled by Hour
20 20 I 3300 1CP- Completed
—— 33001CP . Agents On
o 15 15 B 5150Email - Completed
E 10 10 i — E150Email - Agents On
E e U 6150Fsx - Completed
5 5 3 m— 5150FEx - Agents On
0=
Media Server Traffic Queue Stats to Watch
B Completed R Long Abandon
! Abandon : 1
T s150email E susora [ I Requeued
g - 3 } I Interfiowed
S 3300ICP E s1s0Email I B Uraaiiabie
E sisorsx s 300K
0 20 40 80 BO W00 120 10 20 30 <0 50
Traffic Counts
Media Server Name Average Handle Time Service Level
' o
33001CP 000511 e———————
LY ne aa e ®e EEN
6150Emai 000006 —_—
n -9 [ (TSN o o
B150Fax 000101 ————————————————————
By = o (=9 e e j
Total 002014
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Next Version (single CC agent desktop client)
Ignite Contact Center Client Docked to Lync Client

01:10 [Ld Lyne = 8 X
Waorking from Mot home today
G R My Foldess EER nesttime Monor L] by - 0% l:mt Lalonde
=" - wvailable =
Wiotkihg fram Bt Raome Soadey
< Folders . & YouTube e bipns i Set Your Locatian
WAar Lakande
4 My Falden & e Gman = Populas videa By The Tompht Shiv [} -66 &« i
e ® W
1 inbaw YouTube & Pty lwy I ENd i i Lol aliw
e . oo Ty nffugbg ¢ can =T -
Iy Hisboay a1 e " BuTite sy i = e !;l - ?‘1 " Find someone or a roam, or dial a numbiet ol
Faisd —femy 1 =
B e - - . il GROUPS  STATUS RELATIOMSHIPS = NEW &
Procesied =
GROAFS  SIRIUS  FELATIONSHWS  NEW - 4 Online b

# Uinified Ouewes * Wy RE Fogular vided by Tne Tonight Show

1% Qupos,. o DS US| EETE A
4 Faporting Qeeues = Fost Familly = Faal Son = il H
1T Wined. =

4 Indiddusl Quewes Tt T iy S e

St Py, Wiy 3. 3500

i ok n i e

Tl g ie cdwe Iy T © B PR A
~ g .-uf'::ﬂ_-u :xm? e

Pup oo waim iy Tw " pougtel P fiar ey oy Faims
e

‘Havs wnn saan thase vide

L4
£ ]

CEnsom 5-\:-11'1'\-; w Higasry sad Adcoust Lot

Thimig bn ACDE" 0252 O0=0/1 m1+0/1 WMo/ A

' Dirilieeg
istadatinh Dwani - Ayasinkis « Viden Cag
L

'ﬁ Andrew Demski - Svsist

Ancresy MORpetl - Avidalic
PR | Thy tores e bromting i g e
H Baojan Bunjevas - kvalsble

P
IQ" Busde] FEmaue © Svalable - Vidos Cipabls

h Chamnpeun Yok - hvalalbis

ir?'.'-, 5005 Cuewe - Avaible

Cuartis Brunet - Avalsbls - Wideo Capabils
Plaryeg Eait and locap wth 808 quiatis

n Datren MomMDOUNUETTE - Syl

In Deanne Fountaine - Seslabls

'. = = CAl FOeweRnaNG Off

R ~bdallah Diwani - Availabie - Video Cap..
i
[' Y Andrew Demski - Available
Andrew Montpetit - Available
s Thetiees are breeding in my eyes.
Bojan Bunjevac - Available
i Best Effort
| E-.: Budd Renaud - Availabile - Video Capable
h Chamroeun Youk - Available
IE

W €S OCS Queue - Available
|
Curtis Brunet - Available - Video Capable
i‘l.r;--ng fast and loose with SOL quenies

n Darren Mombourguette - Available - V..,

| €% Deanne Fountaine - Ausitabe =

= CALL FORWARDING OFF

Ignite client expanded to handle multimedia
Ignite collapsed for voice
only agents

00 Mitel
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Technology Partner Ecosystem

V.
{ & AudioCodes
« Mitel partners with AudioCodes SmartTap for Microsoft Lync call recording

interoperability with its Contact Center for Microsoft Lync software.

» Mitel also recommends AudioCodes gateways to enable interoperability of Mitel
MiContact Center for Microsoft Lync and Lync Server with TDM and IP telephone
systems, SIP trunking providers, legacy analog devices, SIP phones and mobile
clients.

® PLANTRONICS.

SOUND INNOVATION"

 Mitel is currently participating in the Plantronics Development Partner Program
and recommends Plantronics headsets for its Microsoft contact center solution.

P ®
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THANK YOU

VISIT WWW.MITEL.COM FOR MORE INFO

The information conveyed in this presentation, including oral comments and written materials, is confidential and proprietary to Mitel® and is intended solely for Mitel employees and
members of Mitel’ s reseller channel. If you are not a Mitel employee or a Mitel authorized PARTNER, you are not the intended recipient of this information and are not invited to the
conference, and cannot participate in or listen to and/or view the presentation. Please delete or return any related material. Mitel will enforce its rights to protect its confidential and
proprietary information, and failure to comply with the foregoing may result in legal action against you or your company.

P ®
39 | ©2014 Mitel. Proprietary and Confidential. m M I tel



