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Who Is ShoreTel? 
• Founded: 1996 
• Headquarters: Sunnyvale, California 
• Stock symbol: SHOR (NASDAQ) 
• Public company: Completed IPO in July 
2007 

• Revenue (FY ending June 30 2009):  
Annual revenue of US$134 million, up 4.7 
percent year over year. Revenue has largely 
been driven by support and services. Claims 
to have more than 11,000 customers and to 
serve more than a million customers. 

• Employees: Approximately 375 (June 30, 
2009).  

• Markets: United States; approved to sell in 
26 countries. In FY09, the United States 
accounted for 93 percent of revenue.  

• Sales strategy: Channel partners. 
• Target industries: Education, financial, 
healthcare, retail, government, and 
professional services. 

• Support: Runs a technical assistance 
center from its Sunnyvale headquarters. 

• Product portfolio: ShoreTel 9 solution for 
small business and enterprise:  
o Phones: ShorePhone IP 565g, IP 560, IP 
560g, IP 530, IP 265, IP 230, IP 230g, IP 
212k, IP 115, IP 110, IP 8000, BB 24; SP 
100 Softphone  

o ShoreWare Management and Messaging: 
ShoreWare Director, ShoreWare Unified 
Messaging, ShoreWare Automated 
Attendant 

o Productivity: Personal Call Manager 
Software, Professional Call Manager 
Software, Operator Call Manager 
Software, Mobile Call Manager Software 

o Converged Conferencing Contact Center: 
Workgroup, Contact Center, Enterprise 
Contact Center, and Syntellect Customer 
Interaction Management 

o System Manager 
 
 
 

Questions Customers Should Ask  
• Will ShoreTel’s solution be scalable as my 

enterprise grows? What is ShoreTel’s 
experience? (Especially in supporting tens of 
thousands of users.)  

• Does ShoreTel offer text-to-speech and 
automated speech recognition capabilities? 

• What is the upgrade or migration process if I 
have an earlier version of ShoreTel (prior to 
version 6)? 

• What guarantees do I have that ShoreTel 
will be around for the next 10 years? How do 
their financials compare to Cisco’s? 

• What is ShoreTel’s global market share? 
• Am I comfortable with a solution that has no 

integrated video support, color touchscreen 
phone, or conference phone? 

• Would I be able to retain a full feature set 
and user interface in the event of WAN 
failure? 

• Is the ShoreTel contact center application 
OEM or developed by ShoreTel? Can I 
purchase the contact center solution from 
the OEM manufacturer EasyRun and 
purchase support from ShoreTel? 

• Does the ShoreTel contact center 
application provide the ability to create 
customized reports? 

• Can I control how reports are displayed? 
Support real-time reporting? Support 
operating systems such as Microsoft 
Windows 2003 Server and Microsoft 
Windows 2000 Professional? 

• Does ShoreTel offer its own video, data, or 
contact center solution, or is it dependent on 
partners? 

ShoreTel Potential Weaknesses 
• IP phones: Do not support XML applications, 
no color touchscreen phones, no integrated 
video support.  

• Text-to-speech or automatic speech 
capabilities: Not offered. 

• Redundancy: A customer may be required to 
double its ShoreGear switch capacity for every 
switch an IP phone is deployed on, in order to 

support call processing redundancy; this can 
be an expensive proposition when the 
customer needs many IP phones. 

• Scalability: Customers may need to purchase 
separate voice network and integrate this into 
the data network. 

• Manageability: Staff must manage a voice 
network separate from the data network. 

• Limitations: Based on a proprietary system 
with limited opportunity to introduce new 
productivity-enhancing endpoints, such as 
wireless phones. 

• Video conferencing: Not offered. 
• Portfolio: Remains much smaller and less 
diverse than those from many of its 
competitors. 

• Brand: Lack of brand recognition in enterprise 
markets. 

• End-to-end strategy: Depends on third-party 
OEM solutions to complete the unified 
communications solution. 

• ShoreTel IP phones: Not up-to-date  in the 
support of standards; one Session Initiation 
Protocol (SIP) endpoint. 

ShoreTel Strengths 
• Ranked number one, according to 

Nemertes Research (for the fifth year in a 
row); voice over IP (VoIP) solution was 
found to be the easiest to implement, 
manage, and use; was also found to have 
the best support and customer service and 
to have the lowest total startup costs. 

• Unified system management allows users 
to add new sites; perform moves, adds, 
and changes; configure advanced 
applications; and perform system 
diagnostics. 

• Distributed architecture eliminates single 
point of failure. 

• Unified messaging is inherent in the core 
switches. 

• Only one server for every 1200 users. All 
applications, such as voicemail, automated 
attendant contact center, conferencing, and 
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system management are on the same 
server. 

•  Large enterprise position (more than 1000 
stations); product scales to up to 10,000 
users.  

ShoreTel Sales Claims Regarding Cisco 
Technology 
• Complexity versus simplicity: Will attempt 

to play up the complexity of the Cisco® 
solution, pointing out the need for multiple 
servers, databases, etc. 

• Infrastructure: Cisco Unified 
Communications requires a Cisco only 
infrastructure, which can be costly if you 
have to change your entire infrastructure. 

• Purpose built: Will claim that Cisco Unified 
Communications is based on a number of 
different acquisitions, unlike ShoreTel’s, 
which was built from the bottom up. 

• Single point of failure: Cisco Unified 
Communications has a single point of 
failure. 

• Lower cost of ownership: Uses the 
Nemertes study to show that ShoreTel 
solution has a lower TCO. 

How to Respond to ShoreTel’s Claims 
•  Ease of use: Cisco offers customers a 

choice of hardware platforms tailored to their 
needs and the ability to choose from a rich 
portfolio of unified communications and 
collaboration solutions. This should not be 
mistaken for complexity. Cisco is the only 
vendor offering a complete solution that 
includes network infrastructure, security, 
mobility, network management products, 
lifecycle services, flexible deployment and 
outsourced management options, end-user 
and partner financing packages, and third-
party communications applications tailored 
for small and medium-sized business 
customers.  

• Converged architecture: Cisco Unified 
Communications offers a network 
architecture, roadmap, and guide for 
ongoing network planning, design, and 

implementation. The solution will work on 
any Ethernet switched infrastructure, but it 
works exceptionally well on the Cisco 
infrastructure because Cisco has tightly 
integrated the applications and the clients. 

• Market leader: Cisco Unified 
Communications is a proven, industry-
leading foundation for wired and wireless 
voice, video, web conferencing, and a data 
communications leader in the unified 
communications field. 
Redundancy: Cisco Unified 
Communications deployments are installed 
within a cluster. Each cluster provides up to 
three levels of redundancy. In the event of a 
failure, IP, SIP, and wireless IP phones 
essentially use a list of additional servers to 
“rehome” traffic to secondary servers, 
tertiary servers, or Cisco Unified Survivable 
Remote Site Telephony (SRST) routers to 
maintain telephony function and call control. 

• Phones supported: Cisco supports IP, SIP, 
and wireless IP phones; analog phones; 
third-party phones; and endpoint devices. 

• Flexible finance options: A variety of 
financing and leasing options from Cisco 
CapitalSM give qualified small business 
customers the financial choice and flexibility 
they need to easily evolve and grow as 
technology needs change. 

ShoreTel 9 Single Site 
Table 1 shows the features of a ShoreTel 9 single-site 
solution 
Table 1 ShoreTel Single-Site Solution 
Maximum number of ports/users 220 
Maximum number of digital trunks  5 
Call processor operating system 
embedded  

VxWorks 

Centralized or distributed call processor  Distributed 
Maximum number of simultaneous calls  50 
Switch interfaces supported  IP 
Quality of service (QoS) protocols 
supported  

802.1p/ 
(proprietary) 

Number of voice mailboxes  Up to 3000 
Follow-me forwarding (email, pager, 
cellular) 

Yes 

Unified messaging platform support  Yes 
Email product support  Outlook 

Automatic call distribution platform  Yes 
Maximum number of  conference ports  24 
Automated backup/client login  Yes 
Call-detail recording  Yes 
Accounting/billing platform support  Yes 
ShoreTel 9 Single Site Workgroup 

• Targeted at small informal automatic 
call distributor (ACD) workgroups 

• 128 supervisors 
• No skills-based routing, no routing by 

automatic number identifier (ANI) or 
caller ID, call information display, 
screen pop, no inbound email, no 
outbound voice, integrated with 
ShoreWare server 

Contact Center 
• Ideal for medium-sized inbound call 

centers, supporting larger agent 
groups 

• 10 to 20 agents, 32 supervisors 
• No skills-based routing, no routing by 

ANI or caller ID, call information 
display, screen pop, no inbound 
email, no outbound voice, dedicated 
Windows  2000 server 

• Approximately US$500 per agent 
Enterprise Contact Center 

• Provides advanced multimedia contact 
center capabilities. 

• More than 20 agents, 32 supervisors 
• Skills-based routing, routing by ANI or 

caller ID, call information display, 
screen pop, inbound email, outbound 
voice, dedicated Windows 2000 
server 

• Approximately US$1000 per agent 
Customer Interaction Management System 

• OEM from Syntellect, targeted at 
contact centers requiring advanced 
multimedia capabilities (web chat, 
email, etc.)  

ShoreGear 24 Voice Switch 
• Up to 24 IP phones or analog phones; 

Media Gateway Control Protocol 
(MGCP) support   
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• US$1995 
ShoreGear 30/4 Voice Switch 

• Up to 30 IP phones, 4 analog phones, 
or 2 analog trunks; MGCP support   

• US$1595 
ShoreGear 40/8 Voice Switch 

• Up to 40 IP phones, 8 analog phones, 
or 4 analog trunks; MGCP support   

• US$1995 
ShoreGear 50/2 Voice Switch 

• Up to 50 IP phones, 2 analog phones, 
or 4 analog trunks; MGCP support   

• US$1995 
ShoreGear 60/12 Voice Switch 

• Up to 60 IP phones, 12 analog phones, 
or 8 analog trunks; MGCP support 

• US$2995 
ShoreGear 90/4 Voice Switch 

• Up to 90 IP phones, 4 analog phones, 
or 8 analog trunks; MGCP support   

• US$2995 
ShoreGear 120/24 Voice Switch 

• Up to 120 IP phones, 24 analog 
phones, or 8 analog trunks; MGCP 
support 

• US$4995 
ShoreGear T1-E1 Voice Switch 

• Can be used as a VoIP gateway to an 
existing private branch exchange 
(PBX), bridging traditional systems to 
the ShoreTel system; provides 1 
digital trunk port per switch  

• US$3995 
• Note: System call control software 

resides on each switch and runs the 
VxWorks OS. Each switch manages 
the call setup and call teardown. 
Voice switches communicate on a 
peer-to-peer basis using SIP. 

ShoreGear Conference Bridge 
• “Plug-and-play” appliance 
• Supports 12 to 96 simultaneous 

participants 
ShoreWare Conference Manager 

• Web-based application to arrange 
conferences 

ShoreWare Conference Director 
• Web-based management tool that 

enables administrators to view the 
system configuration, manage users, 
set up alerts, and access advanced 
reporting features 

ShoreWare Director 
• Web-management interface that 

enables administrators to manage all 
users, trunks, IP phones, and voice 
applications 

ShoreWare Automated Attendant 
• Provides automated call answering and 

call routing capabilities 
ShorePhone IP-110 

• 1 line appearance 
• General office use 
• MGCP support 
• IEEE 802.3af Power over Ethernet 

(PoE) 
• US$149 

ShorePhone 115 
• 1 line appearance 
• Lobby use 
• MGCP support 
• Speakerphone (half duplex) 
• IEEE 802.3af PoE 
• US$149 

ShorePhone 212k 
• 12 line appearances 
• Target users are branch offices and 

small businesses 
• MGCP support 
• IEEE 802.3af PoE 
• US$229 

ShorePhone IP 230 
• 3 line appearances 
• Target users are knowledge workers 
• MGCP support 
• IEEE 802.3af PoE 
• US$329 

ShorePhone IP 265 

• 6 line appearances  
• Target users are professionals 
• MGCP support  
• IEEE 802.3af PoE 
• US$332 

ShorePhone IP-530 
• 3 line appearances 
• Target users are professionals 
• MGCP support 
• Integrated switch port 
• IEEE 802.3af PoE 
• US$329 

ShorePhone IP-560 
• 6 line appearances 
• Target users are executives and 

executive assistants 
• MGCP support 
• Integrated switch port 
• IEEE 802.3af PoE 
• US$429 

ShorePhone IP-565 
• 6 line appearances 
• Target users are executives and 

executive assistants 
• Bluetooth interface 
• MGCP support 
• Integrated VPN client 
• IEEE 802.3af PoE 
• US$539 

ShoreWare Personal Call Manager 
Software 

• GUI enabling users to control their voice 
communications (features such as 
dial, transfer, hold, and conference) 

• Integrates into Microsoft Outlook and 
Outlook 

 


