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Technology has redefined what it means to be a small-to medium-sized business (SMB).The Internet and

all its communications applications for telephony allow SMBs to look and act like their much bigger coun-

terparts. At the heart of this technology is a concept called “Unified Communications.” It represents the

intersection of IP Telephony and advanced Internet applications and it can launch SMBs into more valuable

and efficient consumer communications, customer relationships and employee teamwork. This white

paper series will reveal how Unified Communications can connect SMBs to their most valuable customers.

It’s 3 am, New York City, Eastern Standard Time.

The mid-sized London-based dealership of a

luxury car manufacturer has just opened its

doors and faces a problem. A print ad appearing

in that day’s newspaper has listed the wrong

price and the wrong finance rate on its most

popular model. The only way to fix it is to make

sure the dealer’s sales personnel and the deal-

er’s contact center, know what to say, how to say

it and convey the correct information when

faced with an inquiring customer. The world-

wide marketing office in New York is unavailable

to help. 

The scenario is hardly beyond the pale. Com-

munications mistakes in pricing happen all the

time. But imagine if the pricing problem in

London could be fixed by sending a mobile text

message to all sales personnel regardless of

whether they were still traveling to work, or at

work. Imagine if that sales staff had one phone

number to receive all communications. Imagine

if they could access inventory data for the car

model in question via a wireless device. Imagine

if a London-based contact center agent that was

on the phone fielding an inquiry about the pric-

ing mistake could IM a colleague in Bangalore

and get information on the problem. Imagine if

the same text message could greet every New

York City-based marketing employee for the

dealer’s supplier later that morning.

Like the pricing problem, the fix is rooted in

reality. The communication advantages de-

scribed in the London pricing scenario will be

enabled by the Web 2.0 type of functionality that

Unified Communications brings to SMBs. But a

company doesn’t need a Fortune 500-sized 

budget to incorporate the communication advan-

tages of mobile technology and social networks. 
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Just as texting, mobile access, and social media

have made the world wide open for a company’s

customers, the same possibilities are available

within companies. SMBs will be profoundly

impacted by the change, or become vulnerable

to more aggressive and technically savvy com-

petitors. Unified Communications will put SMBs

on a plane with much larger companies. An

audit of current capabilities and an understand-

ing of new technology developments will make

a positive difference in workforce and customer

communications.

“The old digital phone systems were work-

horses and a lot of SMBs got seven to 10 years

out of those systems,” says Mark Ricca, a part-

ner with market research firm IntelliCom

Analytics.  “But now these businesses are look-

ing to add features and functionality to their

communications systems. Unfortunately, many

are realizing that a lot of the new applications

can’t run on their existing platform. So now

many midsize businesses are migrating toward

IP systems that provide open architecture and

the ability to add third-party applications as the

business grows.” 

Many of the features that SMBs are looking to

integrate into their communications system are

advanced Unified Communications applica-

tions, according to Alison Brewer, propositions

marketing manager for Mitel, “Businesses are

migrating to unified communications platforms

that allow them to pull their voice, data and

video messaging together into one system,”

she says. “This provides significant cost reduc-

tions, and also helps them look and operate

more like a big enterprise.”

The first two papers in this three-part series

from 1to1 Media and Mitel, “Bringing Unity to

SMB Communications” framed the choices

available in migrating to Unified Communica-

tions and clarified its role with SMBs. The final

installment will examine five key areas that will

shape the future of SMB communications

strategies. Some are based on technology that

will enable stronger customer relationships.

Others are extensions of current applications. 

1. Collaboration 

Customers can share opinions on their experi-

ence with a company almost immediately via

social networks. That’s Web 2.0. From a customer

service standpoint, collaboration technology via

Unified Communications has enabled SMBs to

share information on customers in real time to

improve service levels. For example, Unified

Communications portals feature pop-up screens

that coordinate a voice call with data screens

identifying the caller and providing background

on their call history. A contact center agent in

Washington, DC can IM a contact center agent

in Seattle, WA while he is trying to resolve a

complaint. These types of tools enable cus-

tomer service agents to resolve issues and

answer questions in a quick and efficient man-

ner. In effect, Unified Communications will
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New technology

developments will

make a positive 

difference in work-

force and customer

communications.

Five Keys to the Unified Enterprise 

Perfect Timing

Several factors, including a 2011 network technology switch in the
UK, made Unified Communications an urgent consideration.

Source: Mitel
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With teleworker 

solutions, contact 

centers are no 

longer limited to 

the regional hours 

of the headquarters.

enable a social network within a company.

Instead of the Web 2.0 habit of sharing informa-

tion about the latest gossip or posting product

reviews, these networks will allow customer-fac-

ing employees to communicate about customers

and serve them better. 

Unified Communications has other collabora-

tion advantages over legacy communication

systems. SMBs already make use of audio con-

ferencing solutions to solve business problems.

On digital and analog systems, conference call

functions often had to be outsourced at a con-

siderable expense. By upgrading to Unified

Communications solutions, most SMBs will

find applications such as Mitel’s Quick

Conference  that make it cost effective and sim-

ple to connect remote team members on a ad

hoc basis.

Quick Conference provides a simple, flexible

and scalable audio conferencing solution for

small-, medium- or large-sized businesses.

Basically it gives employees the ability to hold

“ad hoc” conference calls. Complex registrations

and scheduling systems are not necessary. Users

can set up conference calls “on the fly” from any

location at any time, without operator assistance.

Simply dial into the conference bridge from any

location to join or initiate a conference call. Users

initiating a conference call can even select their

own conference ID (bridge) for simplicity and

ease of use. Mitel Quick Conference supports up

to 200 audio channels that can be used in any

combination, such as two conference calls with

100 participants, or four conference calls, each

with 50 participants, etc.

More advanced SMBs have added web func-

tionality to their conferencing so that documents

can be reviewed on the desktop, once again

without outsourcing. The most leading-edge

firms are now adding video functionality to

their virtual meetings. Through unified commu-

nications platforms, a host of solutions will be

available that support video telephony and

other rich media conferencing functionality in

cost-effective integrated packages that are well

suited for small businesses. These collabora-

tion tools will enable SMBs to communicate in

real-time with their supply chain partners

regardless of their location. 

2. Reachability

Reachability may the most compelling reason

for SMBs to adopt Unified Communications.

Given the global landscape of business today,

most businesses have staff working from

remote locations. Unified Communications

solutions have enabled SMBs to stay connected

with remote workers while presenting a seam-

less face to the customers. From a customer

service standpoint, the capabilities delivered by

Unified Communications solutions have provid-

ed significant competitive advantages for

SMBs. For example, with teleworker solutions,

contact centers are no longer limited to provid-

ing service only during the office hours of the

headquarters. 

The next phase of reachability for most SMBs

is providing simplified and immediate access to

their employees who use primarily mobile

devices. Some of the more advanced mid-sized

companies have started to take advantage of

features and functionality such as Mitel’s

Mobile Extension, which allows mobile workers

to receive both their office and mobile calls on a

single number. 

Another key reachability practice that busi-

nesses are adapting from the consumer Web is

presence information. Providing an indication

of an employee’s availability status to commu-

nicate with a co-worker or customer, presence

information has proven a very successful tool to

achieve first call resolution on customer issues.

Most presence management tools operate like

consumer instant messaging systems, but

Unified Communications systems will provide

presence-enabled dashboards so that all

employees, including receptionists or call cen-

ter agents can view across the company to see

which employees are available to address 

questions.
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3. Security

Through their experience on the Internet, con-

sumers have learned that tools like firewalls,

anti-virus solutions and spam filters are essen-

tial to protect their personal computers. Those

same concerns are multiplied for small busi-

nesses choosing an Unified Communications

system. An SMBs intellectual property as well

as customer data is on the line.  

In the past few years, security concerns kept

many small businesses from adopting Unified

Communications. Just as a network or Website

could be hacked, so could customer data shared

via Unified Communications. However, as the

technology has become well established by

larger enterprise companies, SMBs are realizing

that IP solutions offer a high degree of security. 

Most current IP networks and individual

phone sets are backed by industry standard 128

bit AES (Advanced Encryption Standard)

encryption. Because calls are sent out across

Local Area Networks (LANs) or in some cases

via the public Internet, this encryption ensures

confidentiality and protects against eavesdrop-

ping or interception of conversations. Most of

the leading unified communications platforms

now feature “security by default” call control

signaling and passwords as added protection

using proprietary protocol encryption.

Dan York, Best Practices Chair with VoIPSA

(Voiceover IP Security Alliance), says some

SMB customers still “ask the questions” about

call and data security over Unified Com-

munications. However, he says most mid-sized

businesses are less concerned about security

and are now more focused on “availability”

issues as they make the migration to Unified

Communications. The questions York answers

now are more about “when can I get a Unified

Communications system?” than “should I get a

Unified Communications system?” 

4. Session Initiation Protocol

It is critical for SMB managers to understand

the underlying importance of SIP in driving the

future of Unified Communications. An acronym

for Session Initiation Protocol, SIP is a signaling

protocol for Internet conferencing, telephony,

virtual contact center presence, events notifica-

tion and instant messaging. SIP was established

by technology vendor work groups in the com-

munications industry back in 1999. It estab-

lished features such as the “redirect,” which

enables customers or employees to initiate and

receive communications using the same phone

number regardless of location or device. A 

company’s employees are never completely

disconnected from each other or from their cus-

tomers with mobile extension. 

SIP is being rapidly developed and evange-

lized by different parties in the communications

business (both large and small) because it

enables Vendor A to bolt equipment and soft-

ware on to Vendor B’s existing system. It has also

opened up the application development process

so that independent software vendors can build

specific functions for vertical markets that can be

easily integrated into existing systems.  

“SIP-enabled solutions have been around for

a few years now, but the protocol is still a criti-

cal foundation of Unified Communications,”

says Brewer. “The standard has helped inte-

grate traditional voice communications with

Web-based services and brought voice, data

and video into a single infrastructure.”

5. Interoperability

SIP, at another level increases “interoperabili-

ty.”  For SMBs it means that an upgraded 

communication system has to work together.

For example, if a medium-sized international

pharmaceutical company with diverse commu-

nications systems needs to have an immediate 

conference call to discuss a new patent, every

member of that team must have compatible

technology regardless of location. Unified Com-

munications guarantees that consistency of

operations. Because standards such as SIP are

now well established, it is relatively easy for

small businesses to integrate applications from

A company’s employees

are never completely 

disconnected from 

each other or from 

their customers with

mobile extension.
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different media (email, voice, video) as well as

equipment from different vendors (mobile

devices, PCs, phones). 

“The interoperability benefits of Unified

Communications are huge for SMBs,” says

Mitel’s Brewer. “It gives SMBs a level of flexibil-

ity they have never had before. They can

choose the products they want from a PBX

(Unified Communications server) or handset,

and also now have access to more advanced

solutions like video and rich data communica-

tion that likely would have not been available to

them in the past.” It’s crucial that SMBs under-

stand the impact on their day-to-day operations. 

Because a large number of SMBs use

Outlook and other Microsoft software to run

their daily business, it is critical that Unified

Communications solutions “interoperate” with

those core applications. Many solutions will be

designed with this in mind, enabling busi-

nesses to implement IP-based solutions

through a seamless integration with Micro-

soft’s Office Live Communications Server.

This enables an SIP-based presence and col-

laboration server, which will allow customers

to deliver emails on mobile devices and instant

messaging into their Unified Communications

platforms. 

SMBs have a shorter

decision process and a

more direct connection

between the purchaser

and the supplier.

This series of white papers has presented the

case for upgrading or replacing current SMB

communications systems. SMBs have a shorter

decision process and a more direct connection

between the purchaser and the supplier. Those

are advantages SMBs hold over large enter-

prises.  In order to make timely and sound

decisions regarding Unified Communications

implementation, it is recommended that SMBs

focus on evaluating the following three areas. 

1. Economics/Budget: Financing, purchas-

ing and leasing options are broader than ever for

SMBs. Before moving forward with a supplier,

companies should understand their flexibility 

to offer different options for short-term and

long-term communications spending.

2.Workforce: Next, a SMB should audit their

employee communication needs. System

choices are varied and choosing the right one

depends  on what the company needs. One of

Unified Communications’ strongest suits is

unifying workforce communications. Remote

workers, mobile extensions and contact center

applications must figure into the plan.

Employees that possess scarce technical and

other key skills are an even more critical

resource for the SMB than they are for larger

enterprises. If an SMB loses a key person, it

can damage their business significantly. So,

communications tools must deliver not just

accessibility but also enable staff retention

policies such as flexible work hours and work

at home.

3. Customers: Finally, and most importantly,

an SMB must audit its customer-centric perfor-

mance. Customer service can be dramatically

enhanced by Unified Communications. Contact

centers equipped with presence technology can

increase first call resolution. If customer acquisi-

tion is the goal, Unified Communications can be

used to reach out to new customer groups and

new geographic territories. 

Above all, SMBs should understand that

Unified Communications is within their budget

and should be factored into their future invest-

ment plans. Employees and customers, will

demand no less. The benefits of next generation

networks for the small business are enormous,

allowing business owners to have more control

and flexibility in how they want to operate and

the types of applications they want to use today

and in the future.

Conclusion
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Libraries typically don’t make the cut

when it comes to best practice lists for

advanced Unified Communications

implementations. Especially a library outside of a

major metropolitan area. The Allen County Public

Library (ACPL) breaks that rule and provides

some real world examples of advanced Unified

Communications applications.

The ACPL serves Fort Wayne, IN and surround-

ing towns. Fort Wayne topped the list of “Best

Read” cities in the U.S. in 2006 according to Places

Rated Almanac. However, armed with a book col-

lection that outranks major metropolitan areas and

an IP communications system that rivals major cor-

porations, it proves that big thinking can come out

of smaller markets. The ACPL’s main building is

360,000 square feet, making it the 14th largest lib-

rary in the country, and the facility features the

nation’s largest public genealogy collection, second

only to Salt Lake City, UT. With only 311 employees

however, it still ranks as a mid-sized business. 

As part of a recent $84-million expansion, the

main library relocated to a new facility in 2006, and

13 branches were fully renovated. Prior to reopen-

ing its doors, the ACPL also decided to upgrade its

customer service strategy. An integral part of that

mission was upgrading its communication system

to be more responsive to its members and internal

staff of librarians. Funded directly by property

taxes, the ACPL has a more substantial budget

than many other public libraries, but it also has a

more demanding base of patrons.

“We have a long history of serving our commu-

nity and we consistently rank among the top 10 in

the country in terms of usage,” says Sean

Robinson, Director of IT for the library system.

“Our patrons want to get real tangible value for

their tax dollar so they have come to expect a wide

variety of services and programs and we work

hard to meet those expectations.”

Robinson was looking to provide the library’s

staff with extended functionality such as wireless

phones and text messaging capability to the desk-

top. To enable such advanced functionality, the

ACPL chose a Microsoft Office Live Communica-

tions Server and integrated that with the Mitel Live

Business Gateway and Mitel IP Phones. 

Patrons now have the ability to send questions

via an Instant Message to members of the library’s

staff. “We want patrons to be able to get answers

to their questions immediately. Just as a store

wants to make sure it is easy for customers to

make transactions, we want our patrons to be able

to get the information they want when they want

it. Whether they want to send an IM or contact us

via phone,” Robinson says. “We don’t want to

have any barriers between our patrons and the

person they are dealing with.”

Because the main library is such a large facility,

reaching staff members was difficult with its prior

system. Although the staff had been utilizing cord-

less phones, Robinson says they weren’t always

accessible in remote areas of the building. The

new solution incorporates wireless phones which

offer all of the same functionality as a desk phone.

Now, regardless of where staff is located, they can

be reached either by voice or text messaging,

which lowers cost and increases productivity and

customer service. 

In addition to better serving its patrons,

Robinson says another goal was providing more

efficient response to the staff of librarians. The

contact center personnel can directly call or IM the

staff, regardless of where they’re located. “Our

librarians were getting frustrated with our old call

center and they let us know they didn’t want to be

put through to a voice mail or be given a lot of dif-

ferent automated options to choose from,” he

says. “They wanted to talk to a person promptly

and have their problem addressed. The new sys-

tem allows them to accomplish that.”

Overall, Robinson estimates the ACPL will save

approximately $25,000 per year through the

Unified Communications solution. ■

CASE STUDY

In Fort Wayne, You Can IM Your Librarian

Funded directly by 

property taxes, the 

ACPL has a more 

substantial budget 

than many other public

libraries, but it also 

has a more demanding

base of patrons.
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1to1® Media

1to1® Media is dedicated to helping organizations realize the greatest value from their customer base. We
provide resources that deliver current and relevant information on the latest thought leadership regarding
customer strategy and marketplace trends. Our goal is to serve as the catalyst that will inspire senior exec-
utives to drive change within their organizations, making customer-based initiatives the centerpiece of their
growth strategy and competitive advantage.

Led by 1to1 Magazine, 1to1 Media’s print, electronic and custom publications explore the best 
practices, trends and developments from companies who are using customer initiatives to drive bottom-
line impact. Backed by Peppers & Rogers Group, the globally-recognized leader in customer strategy and
relationship marketing, 1to1 Media combines thought leadership, field experience, editorial expertise and
global brand awareness to deliver the content needed by our audience of more than 250,000 decision-
makers and practitioners. More information is available at: www.1to1media.com

Mitel

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 person-
alized tools that let you leverage the latest advances for personal and organizational advantage.

More information is available at: www.mitel.com or 1-866-641-8082. 
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