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Abstract: In recent years, unified communication is becoming a critical 

part in enterprise communication. Voice, messaging, conferencing, 

presence and availability, and directories have all become fundamental 

requirements of an enterprise network. Unfortunately, these elements 

lack the ability to effectively intercommunicate. The term “unified 

communications” is created by the communications industry that 

indicates the wide ranging combination of various communication 

networks for reduced costs and increased revenue. The benefits of 

Unified communication are to compensate the investment significantly. 

This paper presents the adoption of the Unified communications and 

the factors affecting the UC such as network traffic, Quality of Service. 

Quality of Service in UC is impacted by major factors such as packet 

drops, time delay. Finally a comparative study table is prepared to track 

the solution to enhance the quality of service. 
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1. INTRODUCTION 

 

Presently, the economy has forced every organization to find out 

the new ways to reduce their bottom line communication costs. In 

this economic situation, ―Unified Communications (UC) is an 

opportunity which can facilitate both immediate cost reductions 

and long-term efficiencies in resource utilization [1].A set of 

products that provides a reliable unified user-interface and user-

experience across several devices and media-types is called 

unified communications. It combines both real and non-real time 

communications with business, providing a reliable cohesive user 

interface and user know-how across various devices and media 

categories. There are several communication services that are 

used in the organizations to be unified. They are Calling (voice, 

video) Messaging (voice, video, email, instant messaging) 

Conferencing (voice, web, video) and Mobility. Figure 1 depicts 

the various communication elements that are needed to be 

unified. 

 

Fig.1 Various Communication services 

1. Wireless networks and Public Switched Telephone Network 

(PSTN) are provided the Voice communications is well-known. 

The cellular wireless networks are growing at rapid speed. When 

compared to voice communications, the PSTN and the wireless 

networks support services. The services are voice mail, call 

forwarding, conference calling, between other teleservices. 

 

2. Recently, the Internet has been used in the routing of voice 

communications. The specialized IP telephony equipment which 

is directly connected to the internet or to the internet through 

another packet switched network can be recognized the IP 

telephony Otherwise, the IP telephony gateways may be 

recognized the IP telephony call. Each of the IP telephony 

gateways pairs with the internet and pairs to a corresponding 

party through the PSTN. Therefore, IP telephony is used for 

providing a complete or partial routing of calls through the 

internet.  

3. Over the last years, Electronic mail (email) has developed an 

essential communication tool. Personal computer is a terminal 

device which required for using email. Access will be through a 

direct connection to a mail server which is paired to the internet, 

to mail server through an internet or PSTN, or through other 

communication path.  
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4. Instant Messaging is the technique used to check whether the 

selected person is connected to the internet or not. If the person is 

connected, we can exchange the messages. In real time, it is also 

uses the software program to exchange the text messages. 

5. Video teleconferencing, video telephony, and video image 

streaming are becoming available rapidly.  

6. Facsimile communications are also mail communication 

services which have been used for many years. These machines 

are normally communicated over the PSTN. In some cases, the 

internet has been employed to offer partial routing of Faxes for 

reducing the routing costs.  

Though, many users would like to have all of these 

communication services at the disposal, maintaining, currently 

significant hurdles exist in establishing and using these 

communication services. Many equipments and differing service 

providers are required to access and using the communication 

services. 

 

By reducing the devices and systems without reducing the 

essentially available to the users, unified communication efforts 

to make work easier and communication. 

 

The rest of this paper is organized as follows. Section 2 presents 

the need for UC. Section 3 presents a comprehensive overview of 

the Unified Communication. Brief literature review is given in 

section 4. Section 5 describes the challenges that affect the 

performance of these components by considering the performance 

metrics. Section 6 describes the comparative analysis of UC 

products. As the last concept, conclusion is given in Section 7.         

 

2. NEED FOR UC 

 
With the advancement in technology, new forms of 

communication arising each day, making the complexities of 

communication worse. UC aims to cohesively tie each of the new 

emerging technologies together in order to intercommunicate and 

share information in a way to add value. ―Unified 

communications can be visualized as several roads merging, one 

at a time, into a single communications system. It’s all about 

managing multiple means of communications, seamlessly.‖[7] 

 

The author in [2] says‖64% of employees carry more than two 

communications devices and 36% carry three or more devices.‖In 

the paper [3] Bilinski remarks that the number of technologies, 

systems and products in use for communication between people 

in a work setting keeps increasing. 

 

Instead of this growth providing ever-increasing efficiency in 

communication as one gains access to a product or system for 

every conceivable situation, the result is frequently inefficiency 

through added complexity when users must manage a large 

selection of possible communication media (Boettner et al, 2009), 

not just use the media they have available. The UC system must 

be built around a user-centric, not a technology-centric, platform. 

By hiding/removing functionality that is unwanted or irrelevant 

and automating common behavior to suit the user's needs. Users 

should be using, not managing, their communications. 

 

Although a person typically has multiple communication devices, 

he may have access to only a subset of them at a particular time. 

Depending on his situation, he may also have a preference on 

which of the available devices to use. Hence, a unified 

communication system that allows a person to communicate 

using the most convenient device at the time will enhance user 

experience without removing his access to any legacy 

communications system (Lei and Ranganathan, 2004).  

 

Hassan et al (2000) explore the cost advantages of modern data 

networks over traditional phone systems. IP telephony can be 

supported by data communication networks, enterprises now need 

maintain only one network to support voice, data, and fax. Since 

IP telephony also supports video communications, further 

network consolidation is possible by combining the video 

network. They also concluded that Unified Communication 

reduces the number of devices and applications any user must 

relate to. Companies cut costs as they no longer have to maintain 

a separate network for voice communication or pay a telephone 

company to send traffic through theirs.  

 

Additional cost savings are available through reductions in travel 

or even office space requirements as workers are enabled to work 

more efficiently from home. Users are given more flexibility in 

how to get their work done when they are no longer tied to 

specific locations to get access to colleagues and 

communications. 

 

Implementing Unified Communication is not without its pitfalls. 

The weakest link is the user (Bradley and Shah, 2010), who must 

learn the device(s) or system(s) used to aggregate 

communications to a single stream and how this can be used to 

work with greater efficiency than before. Business won't be more 

efficient and processes won't be more streamlined if an 

organization organization invests in unified communications but 

the end user executes it poorly. Unified communications is more 

than just a tool, it's a culture.  

 

3. UNIFIED COMMUNICATION 

 
Unified Communications is a convergence tool for linking each 

of the fragmented network elements into one synergistic 

infrastructure. Figure 3 below portrays an enterprise business 

communication infrastructure. For example,  email and phone 

could communicate to allow a user to hear his or her email 

messages on the phone while on the road. 

 

3.1 ADVANTAGES OF UC 
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Various advantages of UC are briefly discussed below. 

 

3.1.1 Reduced cost 

 

Reducing costs or cost cutting are the benefits that can 

immediately affect the bottom line savings. Through strategic 

attempts of eliminating or reducing number of devices and their 

network cost.   

 

 
 

Fig.2 
 

Travel Expenses and Conferencing Service fee. 

Implementing UC offers a way for team members to 

communicate without being in the same location. Through the 

web, audio and video conferencing features of UC, users from 

around the world can form a ―virtual team‖ that can actively work 

on projects together without disrupting business effectiveness and 

at the same time reduce travel expenses and also the conferencing 

service fee.  

 
Facility and Carrier Expenses 

First, it is no longer need to support various communication 

networks; rather, the UC model consolidates the communications 

infrastructure into one simplistic converged network. Second, 

using the UC solutions would allow more staff to work remotely, 

thus reducing operation costs for a customary facility (heat, 

power, security, light, etc). Lastly, as a result of using IP 

infrastructure, additional PSTN carrier expenses can be 

eliminated, as the majority of the communications will use IP.  

 

3.1.2 Increased Revenue 

 

Increasing revenue, on the other hand, is an inherited benefit of 

using UC as it enables enterprise businesses to achieve greater 

profits through improving functionality, improving the user 

experience, and improving the end results. The factors involved 

in increasing revenue are as follows. 

 
Streamline tasks 

 The second point of focus when increasing revenue through UC 

is streamlining tasks. This UC benefits general staff efficiency, as 

users can check all message types regardless of communication 

device. 

 
Improve workflow 

Next, improving workflow is an opportunity for organizations to 

increase revenue. Improving workflow creates quicker responses, 

quicker time to market, and less waiting, which can translate into 

increased revenue. 
 

Shorten project life cycles 

As Communication is key to the success of a 

Project, thus optimizing the processes around a project’s 

communication will shorten the project completion time. ―Major 

savings opportunities include presence and IM tools to find the 

right resources immediately and to avoid phone calls and 

messages to persons who are not available.‖[8]. 

 
Improve customer interaction 

The customers no longer have to wait until the employees are 

back in the office to access information, listen to voicemails, 

and/or read emails. Through the use of UC, organizations have 

more available data that can be used to better formulate a 

customer strategy and quickly adapt current routing rules for 

rapidly shifting customer demands. 

 

4. REVIEW OF UC PRODUCTS 

Leading companies using Unified Communication are 

Microsoft, Cisco, Siemens, Mitel, Challenger, Toshiba, Avaya, 

ShoreTel, IBM and Unify.  Some of the UC products are 

analyzed in this section.  

 

4.1 MICROSOFT OFFICE COMMUNICATIONS 

SERVER (OCS) 2007  

 
The communications model that Microsoft delivers has 

evolved over the years. Originally launched as separate entities, 

the Live Communications Server, Exchange Server, and Office 

Communicator server would now become a fully integrated 

Communications system known as Office Communications 

Server (OCS) 2007. The Microsoft OCS solution delivers 

seamless integration between several of the integral 

communication elements that make UC so powerful.  The Office 

Communicator client is the application tool that enterprise users 

install on their desktop to control many of the UC features 

Microsoft OCS employs including presence controls, instant 

messaging, voice, desktop sharing, and video. 

 

Most real time communications that are synchronous 

such as telephone calls or voicemail reside on one network while 

the asynchronous messaging mode of email relies on a 
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completely different network. There is a growing need to 

consolidate these disparate networks and drive towards greater 

synergy between these two very distinct environments for 

collaboration. 

 

Most of the existing communications can be used by 

deploying Microsoft unified communication technologies. 

Because, Microsoft solutions combines with the telephone 

systems, existing IT infrastructure and existing PBX 

environments flawlessly. The ability for Microsoft’s unified 

communications technologies to merge these two disparate 

networks brings new tools to the workforce like audio- and 

videoconferencing, click-to-call to the Microsoft Office system 

applications. 

 

Instead of a rip and replace hardware approach, 

Microsoft unified communications uses a software approach. So 

that the business can embrace innovations and stay flexible. 

When changing business needs and emerging technologies 

requires adapting the communications infrastructure. It means 

upgrade the software. 

  

4.1.1 Telephony 

 

In addition an enterprise telephony scheme with unified 

communication is a future imperative. Exchange Server 2007 and 

Microsoft’s Office Communications Server 2007 distribute 

software-powered VoIP functionality that working with a 

telephone arrangement and also with an enterprises present 

messaging. It can adapt with fluctuating business requirement. 

Voice mail can be stored in the Exchange Server .It can be access 

from unified inbox in Outlook Web Access, Outlook, on 

telephone or mobile device. In maximum communications, these 

kinds of unification develop the worker efficiency by simple 

access. It also intensively decreases the price by eliminating the 

requirement for a standalone voicemail and by captivating the 

benefits from any current investments in Active Directory. In 

Exchange Server 2007 Unified Messaging linked with a legacy 

private branch exchange (PBX) structure via IP gateway, or 

exchange Server directly attached with an assured IP PBX 

installation. 

 

4.1.2 Presence 

 

The Office Communicator client allows users to set their 

own and view others’ presence and availability status. Using 

Microsoft OCS presence, a user’s presence information is fully 

integrated using his or her personal calendar to automatically 

update his or her status when in a scheduled meeting or out of the 

office. n addition, Microsoft OCS presence integrates seamlessly 

with the enterprise contact management system, thus allowing 

users to quickly find contact information such as their office or 

mobile phone numbers.  

Figure 9 below illustrates the Office Communicator 

controls used for presence including your presence status, your 

location indicator, a note box, your presence button, and contact 

information.  
 

 
Fig.3 Microsoft OCS presence 

 

4.1.3 Instant messaging 

 

Using the Microsoft OCS Office Communicator client, the users 

can manage their contact list and start/receive real-time instant 

messaging, voice, and video conversations instantly with single 

or multiple contacts. When it comes to voice communications, the 

Office Communicator client is not restricted to other Office 

Communicator clients, users can communicate with outside 

communication devices including office phones and mobile 

devices. 

 

4.1.4 Conferencing  

 

With Microsoft’s Office Communication Server 2007 and Office 

LiveMeeting service, the video web conferencing capabilities 

enables organizations the power to work together with colleagues, 

customers, and suppliers, no matter where they are. This 

technology affords information workers the ability to conduct 

online meetings, training, and events, that enables collaboration 

with either individuals or large groups—without leaving your 

desk. With meeting attendees participating from their PCs, we 

can kick off a project, brainstorm ideas, edit files, and collaborate 

on whiteboards – at a fraction of the cost and hassle of travel. 

 

4.1.5 Fax 

 

As an alternative to traditional fax machines, with Microsoft 

Exchange Server 2007 faxes can be stored in the Exchange 

Server. It can be retrieved from the user’s integrated inbox in 

their mobile device, Outlook and Outlook Web Access. Unified 

Messaging concentrates on the organization inbound fax facilities 

within the Exchange infrastructure. 

 

4.1.6 Advantages 

 

 Offers a full suite of UC capabilities 

 Interoperability to all PBXs through gateways 
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 The name Microsoft – recognizable and trusted 

 Built in security (encryption, redundancy, and failover) 

 Open SDK for custom-built applications 

 

4.1.7 Challenges 

 

 Limited by strictly software – no internal developments 

in hardware 

 Complex installation process 

 

4.2 CISCO UNIFIED COMMUNICATIONS 

 
Today, more than 85 percent of Fortune 500 companies use 

Cisco Unified Communications.‖[15] Like many of the other 

vendors, Cisco Unified Communications is not a single product 

but rather a family of products that are fully integrated that 

includes 

 Cisco Meeting Place,  

 Cisco Unified Personal Communicator,  

 Cisco Unified Mobile Communicator, and  

 Full suite of Cisco IP-enabled hardware.  

 

4.2.1 Unified Personal Communicator 

 

The Cisco Unified Personal Communicator is the 

application tool that connects users to access presence controls, 

IM, and voice capabilities. Each user can install the application 

tool on his or her desktop or laptop to intercommunicate with 

other users. Through the use of presence, Cisco Unified 

Communicator users have the ability to check a contact’s 

availability before communication with his or her, thus 

―removing the real-time communications bottle neck that often 

inhibits business-to-business communications.[16]  

Users of the Personal Communicator have the ability to 

set their presence status to a variety of states including available, 

away, on the phone, in a meeting, etc. In addition to presence, the 

Personal Communicator has IM, video, voice, and 

desktop/document sharing capabilities all through a single 

interface.  

 

4.2.2 Unified Mobile Communicator  

 

For mobile users, Cisco introduced the Unified Mobile 

Communicator to its family of UC products. The capabilities of 

the Unified Mobile Communicator are very similar to those of the 

Personal Communicator except users are not bound to their 

desktop or laptop; instead much of the same information is 

accessible via their phone. Unified Mobile Communicator allows 

users to place calls from the mobile phone but appear as if they 

were in the office (single number access); thus, users can save on 

mobile calling costs by placing calls through the corporate 

telephony infrastructure rather than the mobile network. 

 In addition, the Unified Mobile Communicator has the 

ability to move calls between other Cisco Unified IP phones 

without interruption. For instance, if a user wants to start a call 

with a customer from within his or her office but has to leave for 

another customer appointment, the user can transfer the call to his 

or her mobile device without the customer ever knowing. Lastly, 

the Unified Mobile Communicator gives the user complete access 

to the Cisco audio conferencing service without problems. The 

one-click conferencing feature allows any mobile user to access a 

Cisco conference at any time. 

 

4.2.3 Unified Meeting Place 

 

The Unified Meeting Place is Cisco’s conferencing 

solution that enables users to effectively create a virtual teaming 

space for instant interaction and collaboration through voice, 

instance messaging, and video communications. As shown in 

figure 15 below, users can share documents and collaborate in a 

real-time. The intuitive interface makes for an easy meeting 

setup, attendance, meeting management, and sharing among all 

users without the hassle of a large download. 

 

 
Fig.4 CISCO Unified Meeting Place 

 

In addition to Cisco’s extensive suite of software UC products, it 

has a large selection of IP-enabled hardware products that makes 

integration seamless and easy, including: 

 Cisco Unified Communications Manager – IP 

telephony call processing system. 

 Cisco Unified Survivable Remote Site Telephony – IP 

call processing redundancy for remote branch offices 

and remote workers. 

 Cisco Unified IP Series Phones – provide high-quality 

voice, video, and application collaboration through one 

appliance interface to enhance the user experience. 

 

4.2.4 Advantages 

 

 Offers a full suite of UC capabilities 

 Intelligent IP network infrastructure 

 Modular scalability for each piece of UC element 

 Market leader in networking and gateway products 

 QoS built into hardware 
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4.3 IBM 

 
While IBM is the veteran in the technology industry, it is 

the relative rookie when it comes to UC as it delivered their Same 

time Unified Telephony solution after many of the featured 

vendors. Nevertheless, IBM’s solution is feature rich and boasts 

the same benefits as other established vendors. 

 

4.3.1 Same time Unified Telephony (SUT)  

 

The movement by IBM to deliver real-time 

communications services is known as Unified Communications 

and Collaboration (IBM UC2). The IBM UC2 vision is to make it 

easy for users to find, reach, and collaborate with others through a 

unified user experience. The primary driver 

behind this strategy is implemented by means of the IBM Lotus 

SUT software. 

Similar to many of the other UC vendors, IBM SUT 

deploys a user interface client, Lotus Same time Connect, which 

users can install to access many of the UC features offered, 

including presence, IM, voice, and video. In addition, the Same 

time Connect client allows users to set their presence and update 

their preferred contact method. In addition to presence, the IBM 

Lotus Same time Connect client can be used as a soft phone to 

make and receive telephony voice calls. 

 Starting a call with the IBM Lotus Same time Connect 

client is extremely intuitive: users simply click-to-call any of the 

contacts in their list or search the company directory for the 

contact. The user’s preferred contact information is used in 

making the outbound call, whether it is a Same time Connect-to-

Same time Connect call, Same time Connect-to-mobile phone, or 

any other preferred telephony device. 

While connected, the IBM Lotus Same time Connect 

client provides users with many of the features they are 

accustomed to when using a standard telephone including muting, 

caller-on-hold, transfers, and conferencing all accessible via the 

Same time Connect interface. 

 

4.3.2 Mobile phones 

 

The IBM SUT software extends beyond the desktop and 

can be used on a variety of smart phones for Same time mobility. 

Mobile or remote users can access the same features as an office 

worker through the SUT mobility software including presence 

controls, contact directory information, IM, and click-to-call 

phone and conferencing capabilities. The IBM SUT mobility 

software is available for a variety of business smart phones 

including the Apple iPhone and the RIM BlackBerry device.  

 

4.3.3 Video Conferencing 

 

The IBM SUT software also gives its users conferencing 

capabilities through its online meeting place. With the IBM SUT 

software, users no longer have to reserve a conference ahead of 

time; rather, the SUT software allows for ad hoc conferencing 

anytime. Like the IBM Same time connect software, the IBM 

SUT meeting software is extremely intuitive yet feature rich. The 

users will have a meeting panel that displays video, participant 

information (including presence), a library of sharable content, 

and a discussion board.  

Moderators have sophisticated user interface options to 

control the telephony including muting users, recording 

conference calls, and granting user controls. In addition, the IBM 

SUT intelligence software allows all participants to visually see 

who is speaking in order to avoid any confusion. Lastly, the IBM 

SUT meeting software is available via a browser-based software; 

therefore, no large downloads are needed for participating in 

online meetings. 

 

4.3.4 Advantages 

 

 Offers a full suite of UC capabilities yet modular for 

various enterprise needs 

 Open and extensible platform allowing integration with 

multiple voice communication partners 

 Most experience with technology innovation 

 

4.3.5 Challenges 

 

 Relatively new in the UC space 

 

4.4 RIM 
 

The popular BlackBerry device owns 40% market share 

and brings e-mail, calendars, contact directories, and voice 

capabilities to thousands of mobile users. In 2007, RIM 

announced its BlackBerry Mobile Voice System (MVS) at the 

Wireless Enterprise Symposium, which was designed to extend 

the communication capabilities of mobile users. 

 

4.4.1 Blackberry Mobile Voice System (MVS)  

 

The BlackBerry Mobile Voice System (MVS) allows 

users to have enterprise voice and data on a single BlackBerry 

device, thus removing the disconnect users experience when on 

the road or working remotely. The BlackBerry MVS solution 

differs from other vendors’ solutions as it completely focuses on 

mobility. Other UC features such as presence and IM are not 

offered in the MVS solution.  

Many enterprise businesses already equip their mobile users with 

BlackBerry devices, but the BlackBerry MVS solution is 

designed to leverage the existing communications infrastructure, 

including the existing PBX system, for a much more feature-rich 

solution. In doing so, businesses can still take advantage of many 

of the in-house call reporting features the PBX offers.  

The BlackBerry MVS solution, along with the 

BlackBerry smart phones, utilizes two enterprise servers to 

connect mobile users to the enterprise network. These additional 

enterprise servers act as a level of security between the mobile 

network and the enterprise network, authorizing a user’s mobile 

BlackBerry device access to the enterprise network. In addition, 
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the enterprise servers act as the control behind many of the UC 

features introduced in the MVS solution including call routing, 

voicemail access, and call moving/transfers. No longer are users 

bound to their desks. 

 The BlackBerry MVS solution promotes effective 

productivity through mobility as its users have the same access to 

information whether in the office or on the road. In doing so, the 

BlackBerry MVS software features call routing capabilities, 

which allows users to distribute one phone number to customers 

that will reach them wherever they are. This seamless 

communication path allows increased user accessibility and a 

decreased chance of missing calls. In addition, the MVS software 

allows BlackBerry users to make calls to customers and appear as 

if they originated from the user’s office desk phone, thus 

simplifying the process not only for the user but the customer as 

well.  

In addition, the BlackBerry MVS solution eliminates the 

need for multiple voicemail systems for desk and mobile 

networks. Instead, the BlackBerry MVS solution employs a 

single voicemail box for all communication devices, thus 

enabling the user to only have to check one voicemail box rather 

than multiple boxes. 

Other features of the BlackBerry MVS solution include the ability 

to move calls to and from the desk phone during a call. If an 

incoming call arrives on the BlackBerry device, the MVS 

software can seamlessly move the call to the user’s desk phone 

without the caller knowing. The same procedure can be done if a 

call arrives on the user’s desk phone; using the MVS solution, the 

user can seamlessly move the call to his or her BlackBerry device 

for mobility. 

 

4.4.2 Advantages 

 

 Enterprise communications extension/add-on 

 Interoperates with many existing communications 

infrastructures 

 Users can toggle between desk and mobile phone 

seamlessly 

 

4.4.3 Challenges 

 

 Not a complete solution - only offers mobility 

 

4.5 SHORETEL 

 
ShoreTel is the famous provider of simple unified 

communications (UC) solutions, with business phone systems 

and VoIP PBX, mobiles UC solutions, enterprise contact centers 

and collaboration tools. An exclusive standard architecture that 

allocates intelligence through all system to provide 99.999% 

accessibility and brilliantly simple structure organization. Purpose: 

makes integrated business communication simple to scale, deploy 

and manage, made for ip, greatly volatile UC Platform fits correct 

in with your current infrastructure, combine seamlessly with your 

processes and business claims. 

 

Unlike alternative UC system suppliers (whose solutions need 

various interfaces to accomplish the UC applications, division 

location and features).Shore Tel identically presents a distinct 

interface to end users and system administrators. Our Shore Tel 

executive and Communicator customer UI software configure and 

preserve hours, seriously raise the end-user acceptance rates and 

decrease the training period. 

 

4.5.1 Voice application features 

 

Applications with auto-attendant, Call Detailed Reporting, unified 

messaging, voicemail and Automated Call Distribution are 

correspondingly allocates the enterprise as fundamental apparatus 

of the ShoreTel UC platform core software. Also, the UC 

platform delivers the basis for enriched solution applications such 

as ShoreTel Enterprise Contact Center, ShortTel Mobility and 

Collaboration, and advanced applications from third party 

technology partners and Short Tel professional services. 

 

4.5.2 Voicemail and unified messaging 

 

Shore Tel integrated messaging structures can be deployed 

flexibly-moreover consolidated in a data center or spread across 

the network on industry-regular servers or ShoreTel Switches. As 

an individual system, ShoreTel offers a feature-rich voicemail 

solution that uses innovative call routing rules to let employees 

adapt how their visitors are handled.  

The ShoreTel Communicator desktop and mobile user interfaces 

are combined, and then users can take advantage of add their 

voicemail inside their Microsoft Outlook, can easily direct their 

calls based on their calendar and simple to use visual voicemail. 

 

4.5.3 Auto-attendant and Automated Call 

Distribution (ACD) 

 

In the Shore Tel a fixed auto-attendant delivers a 24 hour 

automatic call answering and routing to increase the brand image 

and service. Outbound twit can be modified and combine with the 

time of day /day of the week. A separate committers can have 

their specific custom attendant menus with distinctive 

possibilities and greetings. 

 

4.5.4 Solution and Advanced Application 

Integration 

 

The Short Tel is specifically designed to easily add the additional 

functions end-to-end and all-in-one communications solution. 

Sophisticated solutions such as ShoreTel Mobility, ShoreTel 

Enterprise Contact Center and ShoreTel Collaborations mount 

with plug-and–play ease. These added solutions repeatedly extend 

the process of user interfaces, ShoreTel Communicator 

Management and Director and also seamlessly added solutions 

take part into the ShoreTel UC Platform’s distinctive image 

architecture. 
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4.5.5 Advantages  

 

 Lowered prices. 

 While providing a single image of the system based on open 

criterions ShoreTel completely integrate with the rich 

communications abilities. 

 Designed to flexible, simple to use & manage and adaptable. 

 Highly dependable with 99.999% accessibility for enterprise 

class performance. 

 Fewer times wasted and better linked employees who can put 

extra attention on taking care of your business. 

 Flexible platform for develop the proposals on integrated 

scalability. 

 

5. CHALLENGES AND PERSPECTIVES 

  

5.1 COST CONSIDERATION 

 
Since many enterprise businesses have recently spent 

thousands of dollars on existing communications equipment, they 

will not see the additional value of implementing a UC model 

into their communications infrastructure if the existing model 

meets its needs. 

 

5.2 ADDITIONAL TRAINING NEEDED 

 
Organizations are typically equipped with a team that 

supports telephony communications and a team that supports 

data, but UC bridges the gap between telephony and IT experts. 

Each speak their own language, thus additional training is needed 

to support the new solution. 

 

5.3 INTERRUPTIONS AND DECREASES 

PRODUCTIVITY 

 
Many organizations feel the UC model only adds to the 

interruptions through e-mail, IM, and voice features. As a result, 

employees divert their attention to interruptions, thereby 

diminishing efficiency and productivity. Organizations fear that 

with these distractions, the value of any UC model is significantly 

reduced. 

 

5.4 MATURITY, SECURITY, AND/OR 

RELIABILITY 

 
Enterprise businesses that depend heavily on 

communications fear that the network elements of a UC solution 

(such as VoIP) lack the maturity and reliability of a PSTN 

solution. The voice quality for a VoIP solution is not where it 

needs to be in comparison to a PSTN solution. It is common for a 

data packet (containing voice) to be lost or delayed, which in a 

real-time communication scenario can cause issues. In addition, 

the voice traffic of a UC solution would be sent over the Internet, 

where enforcing security is difficult to impossible against viruses 

and malicious attacks. Undoubtedly, the vast existence of the 

PSTN network does give it an advantage of maturity, which helps 

increase reliability and security, but the VoIP network is not far 

behind providing a guaranteed Quality of Service (QoS). 

 

6. COMPARATIVE ANALYSIS 
  

The products of top vendors are analyzed and listed in 

table 1. 

Trouble–free management, competitive pricing, effortless 

integration, ease of installation and straight forward. For these 

small and medium sized businesses (SMBs) shopping for a 

unified communications (UC) system say they are looking for. In 

terms of prices, small and medium sized business (SMBs) prefers 

Interactive Intelligence, ShoreTel Inc and Cisco, above other UC 

suppliers, according to information recently released by expertise 

research firm Gartner Inc. 

 

7. CONCLUSIONS 

 
UC is a way to optimize communication components 

and allow more real-time collaboration between any business 

communication element from anywhere in the world. In this 

paper we have elaborated about the merits of unified 

communication. Various UC providers are cited, along with their 

limitations and advantages. The challenges in implementing UC 

to the enterprise world are also discussed. Hence by overcoming 

the challenges we can use unified communication for the 

betterment of the business world. 

 

Table 1: 

Vendor Product Target 

Environ-

ment 

Operating 

System(s) 

Supported 

 

Messaging 

Features 
Conferencing 

Features 
Telephony and Mobile Features 

 

http://www.itbusiness.ca/it/client/en/Home/News.asp?id=47875&bSearch=True
http://www.itbusiness.ca/it/client/en/Home/News.asp?id=47875&bSearch=True
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Cisco 

Systems 
Unified 

Communicat

ions 

SME, Large 

Enterprise 
Windows, 

Mac OS 

Presence, 

Unified 

Messaging, 

Unified 

Corporate 

Directory, 

Click-to-Call, 

Text-to-

Speech, Visual 

Voice Mail, 

IVR 

Audio Conferencing, 

Web Conferencing, 

Video 

Conferencing, 

Conference from 

IM, 

Desktop/Application 

sharing, 

Telepresence. 

PC Soft phone, Built-in VoIP, One number 

and voice mail, User-defined call routing and 

permissions, Simultaneous ringing of 

multiple devices, Display user-location, Shift 

live calls between devices, Mobile access to 

corporate directory, Synchronized call logs. 

IBM Lotus Same 

time 
Small 

business, 

Midsize 

business, 

SME, 

Large 

Enterprise 

AIX; Linux; 

Mac OS; 

Mobile OS; 

Solaris; 

Windows 

Presence, 

Unified 

Messaging, 

Unified 

Corporate 

Directory, 

Clickto- 

Call, Click-to-

Conference, 

IM, 

Group Chat 

Audio Conferencing, 

Web Conferencing, 

Video 

Conferencing, 

Desktop/ 

Application sharing 

Built-in VoIP, One number and voice mail, 

User defined 

call routing and permissions, Display user-

location, mobile device support. 

Microso

ft 
OCS Small 

business 

(Office365), 

Midsize 

business, 

SME, 

Large 

Enterprise 

Windows Presence, 

Unified 

Messaging, 

Unified 

Corporate 

Directory, 

Click-to-Call, 

Click-to-

Conference, 

Click-to-Video, 

Text-to-

Speech, 

Visual Voice 

Mail, IVR, IM, 

Group 

Chat 

Audio Conferencing, 

Web Conferencing, 

Video 

Conferencing, 

Conference from 

IM, 

Desktop/Application 

sharing 

PC Soft phone, Built-in VoIP, Display  user  

location, Shift live  

calls between devices, Mobile access to 

corporate directory. 

ShoreTe

l 

 

ShoreTel 8 Small 

business, 

Midsize 

business, 

Windows; 

Linux 
Presence, 

Unified 

Messaging, 

Unified 

Audio Conferencing, 

Web Conferencing, 

Video 

PC Softphone, Built-in VoIP, One number 

and voice mail, "Find-me-follow-me" Phone 

ringing, User-defined call routing and 

permissions, 
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SME, Large 

Enterprise 

Corporate 

Directory, 

Click-to-Call, 

Click-to-

Conference, 

Click-to-Video, 

Text-to-

Speech, 

Visual Voice 

Mail, IVR, IM, 

Group 

Chat 

Conferencing, 

Conference from 

IM, 

Desktop/Application 

sharing 

Mobile access to corporate directory, Mobile 

access to PBX, Synchronized call logs. 
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