
Mitel MiCloud Business Phone System

Mitel® MiCloud Business is an affordable and feature-rich phone system for small to mid-sized 
businesses. Fully hosted, maintained and supported by Mitel, you receive great call quality, 
industry-leading reliability and an easy-to-manage phone system with no upfront costs. 

It’s time your phone system provided more than just dial tone.



Have you ever stood in line for hours anxiously awaiting the latest new mobile phone technology? Today’s 
powerful devices are so much more than just simple voice communications. They enable you to make 
decisions about how you consume and share content, as well as how you communicate with your friends. 

Did you know that a phone system from Mitel® can do the same for your business? 1.6 million users, the largest global 

cloud community, are using Mitel’s innovative technology and powerful integrated apps to communicate more efficiently 

with customers and partners. The best part is we won’t make you wait in line for it. A Mitel business phone system can have 

an impact on your business well beyond simple dial tone.

Stay Connected to Customers

“ I stay just as active as my business. I need 

to ensure I stay connected whether I’m at 

the office, working from home, or visiting 

with a client. To me, work is an activity, not 

a location.”

Compete and Win

“ I’m looking for technology to help drive 

a competitive advantage, keeping my 

business flexible.  I want to be able to think 

big, but without the big ticket expenses.”
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Grow My Business

“ With my businesses poised for growth,  

I need a communications system  

that is able to keep up without being  

a financial burden. Technology should  

help drive simplicity.”
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Not Your Typical Business Phone System
When was the last time you were excited about buying a new phone system for your business?  More often than not,  

it was a tedious process that ended up costing you more than expected and was a hassle to install. There are many  

phone providers, but customers choose Mitel because of the ease of use and business impact our cloud-based phone 

system can have on their business.

INCREASED PRODUCTIVITY

Technology is only helpful if it is intuitive and 

easy to use. By unifying multiple types of 

communications into a single app on your 

computer or mobile device, new hires, and 

existing staff will be:   

• Connecting via instant messaging

• Checking voicemails through emails

• Responding faster to customer needs

RETAIN MORE CUSTOMERS

As much as a Mitel business phone system can  

help you sell more, it can assist you in retaining 

existing customers and business. Expand your 

ability to service the customer better through:   

• Integrate with Lync, Saleforce, and Google

• Click to call from within the customer records

• Pop customer records during inbound calls

SELL MORE OFTEN

On average, about 60 precent of all phone 

calls go to voicemail. A potential customer who 

ends up in a voicemail account will ultimately 

find your competitor to do business with. Stay 

connected and:   

• Never miss an important customer call

• Ring multiple phones at once

• Track detailed call metrics for sales reps

COMPLETE BUSINESS FOCUS

Business communication is critical to any 

organization, so forgo the headaches of  

keeping up with a premises-based phone  

system and begin to focus on what really  

matters, your business. 

• Reliable and redundant tier 4 data centers

• Built for exceptional voice quality

• Free and non-intrusive software updates



A Personal Communications Dashboard
Unified Communications, often referred to as UC, helps employees be more efficient, making it easier to select the best 

way to initiate, receive, and respond to business communications. Located on your desktop, mobile, or tablet, MiCloud 

Business provides your employees with one place to connect with coworkers, customers, and suppliers. MiCloud Business 

is all about collaboration, boosting productivity, improving customer service, and enabling employees to work smarter.
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PRESENCE – know whether people are available, stepped 

away from their desk, or out of the office and choose the 

best mode to reach them.

INSTANT MESSAGING – looking for the answer to a quick 

question, or busy on the phone, get what you need with a 

simple chat to your colleagues.

UNIFIED MESSAGING – check voicemails, fax, and call 

recording services directly from the desktop or mobile app.  

Even have them emailed as wav. files to listen to on your 

computer if you choose. 

SOFTPHONE – workers enjoy the same intuitive 

communications management they would experience in 

the office from a remote PC or laptop with an embedded 

software-based IP phone.

CONFERENCING – schedule a conference call and invite 

your colleagues and customer directly from your desktop 

or mobile app.

ATTENDANT CONSOLE – offers rich presence  

information for multitasking attendants, receptionists  

and administrators.

INTEGRATION WITH BUSINESS APPLICATIONS – 

enhance your other communications and productivity 

tools, such as Outlook, Microsoft Office, and Google.

WEB ACCESS – get access to key collaboration features 

from remote locations using any computer with  

Internet access.

SINGLE NUMBER REACH – your personal cell number 

stays personal. The single number reach allow users to be 

reached on any devices through a single phone number 

with intelligent call routing capabilities. Calling the single 

number rings one, some or all devices simultaneously 

depending on user preference and defined rules.



A Personal Mobile Dashboard
Don’t stop being productive just because you stepped out of the office for the afternoon. Mitel enables you to take control 

and command of your business communications in the palm of your hand. We deliver access to the same rich telephony 

features you enjoy from your desktop, so you can experience a seamless transition from the office to the airport, the 

golf course, or the kids’ football practice. Available on Android, Blackberry, iOS, and Windows mobile devices and 

downloadable within the iTunes App Store, Google Play Store.
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• Contact List – search and find your 
colleagues based on the office directory

• Presence – see the current status of  
your colleagues – whether available,  
in a meeting or in a call

• Click to Dial – easy to call your colleagues 
and private friends

• Voicemails – allows you to check 
your business messages directly 
within the app.

• Call Distribution Queue –  
login or logout from the call 
distribution group

• Activity Diversion – redirect your 
calls to a new number when you 
are not available

• Presence – change your presence 
on the fly to inform your colleagues

• Future Presence – schedule  
future presence events like lunch  
or a vacation

• Integrated Softphone – save 
money off calling plans by using an 
integrated mobile softphone



Communications Enabled Business Applications
Have you ever stopped to think that voice is just another application (like Gmail or YouTube) that runs over the data 

network? Albeit an extremely critical application, voice communications can be integrated into multiple different aspects 

of your business process. Communications doesn’t just start and stop with the dial pad on your desk phone. Mitel has 

communication-enabled your critical business applications including CRM solutions, web-based business services, as 

well as third party unified communication applications.  What’s the point of this integration?  Speed and simplicity for 

employees and an unmatched customer service experience.  
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• Click to dial

• Inbound calls auto pop customer record(s) 

• Find contacts via directory search

• Capture notes and call details to the record

• Improve employee productivity

• Lync and voice presence integration

• Escalate chats to voice calls

• Call from Lync contact list

• Click to dial within Microsoft Office 

• Single sign-on

• Turnkey Google web browser integration

• Single sign on

• Outbound click to dial

• In call management options

• Inbound call notifications



Sell and Service Your Customer With Ease
Not every business has a formal contact center, but every business can benefit from contact center functionality. 

Regardless of the terminology (customer specialist, sales agent, or support representative) your business has a need  

to route incoming calls efficiently while effectively measuring customer service metrics. With Mitel, we provide contact 

center functionality that is very simple to use and extremely impactful in how you track key business metrics.

The Ultimate Customer Experience Starts Here

AUTOMATED CALL DISTRIBUTION (ACD)
ACD helps your business optimize resources by enabling you to handle a large number of incoming customer calls by a 

minimal amount of skilled agents, sales primes, or support reps. An ACD system routes incoming calls to the longest idle 

agent within a specific agent skills group. If no agents are available, calls are queued and forwarded to an agent when one 

becomes available.

FIRST CALL RESOLUTION
Create multiple skill groups then prioritize and route calls to the most appropriately skilled agent based on pre-defined 

skill proficiency levels. This ensures each call gets to the best available resource to meet the customer’s needs. Agents 

appearing in more than one skill group may be assigned a different skill proficiency level for each group.

MONITOR AND MANAGE
Real-time and historical reporting provides contact center supervisors with the information they need to manage resources 

efficiently and optimize response times. Identify problem areas, analyze trends in performance and make smart decisions.

REMOTE AGENTS
MiCloud Business Contact Center optimizes business processes by providing home-based and remote workers with 

complete access to ACD voice and data capabilities. 

Mitel  |  7



Mitel  |  8

How It All Works
With Mitel you get a business phone system that just works, but for those of you interested in what’s under the hood, lets 

break it down. The brains of the solution reside in our geo-redundant data centers and continue to provide service even 

in the off chance that an event takes one down.  Information and voice calls transverse the public internet to reach their 

final destination using voice over Internet protocols (VoIP). Some customers may elect to use computer soft phones with 

a headset, and therefore will not need a single piece of hardware, otherwise we provide a variety of Mitel desktop phones. 

Employees receive the same communication functionality regardless if they are in an office, on the road, or working from 

home. Tried and tested in more than 100 countries globally, no other provider has more cloud communications users 

relying on their voice and unified services.

MITEL PROVIDES:

• Business communication features

• Voice dial plans

• Employee collaboration app

• Mobile collaboration app

• Contact center features

• New desktop phones

YOU OR MITEL PROVIDES:   

• Existing IP phone sets

• Internet service

• Existing phone numbers

Workers

A Flexible Approach to Business-Grade Communications

MiCloud Business offers seven convenient seat types – by choosing the combination of each that best fits your business 

needs, you can customize a system that ensures you pay only for the features that you need. As your business grows and 

your needs evolve, you can quickly add or modify seat types. 
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MiCloud Business Feature List

Product / Service PROFESSIONAL

BUSINESS CONTACT CENTER

EXTENSION  
ONLY

EXTENSION ONLY  
WITH VOICE MAIL LITE ADVANCED AGENT SUPERVISOR

Local Phone Number • – – • • • •

Unlimited Local Calling • – – – • • •

Unlimited 1+ U.S./ 
Canada Long Distance • – – – • • •

250 Included U.S. / Canada 
Usage Minutes

Not  
Applicable

– – •
Not  

Applicable
Not  

Applicable
Not  

Applicable

Local Number Portability • – – • •
Not 

Applicable
Not  

Applicable

Mobile Twinning • – – – • •* •*

Hot Desking • – – • • • •

Corporate Auto Attendant – • • • • •* •*

Automatic Transition 
Between Day / Night Routing – • • • • • •

Customized Music on Hold – • • • • • •

Voice Mail with  
Email Forwarding • – • • • • •

Hunt/Ring Groups • • • • • •* •*

Audio Conferencing – – – • • • •

Interoffice 4 Digit Dialing • • • • • • •

Localized E911 • • • • • • •

Call Transfer • • • • • • •

Call Forwarding • • • • • •* •*

Call Park • • • • • •* •*

Call Pick-Up • • • • • •* •*

Call Hold • • • • • • •

System Speed Dial – • • • • • •

User Speed Dial • • • • • • •

Direct Page – • • • • • •

Individual Record A Call • – • • • • •

Do Not Disturb • • • • • • •

Call History • • • • • • •

Outbound Caller  
ID Number •** • • • • • •

Outbound Caller ID 
Company Name – • • • • • •

*These features are not available while logged in as an ACD agent, but are available when logged in as an Advanced User.
**Individual caller ID only, option for company wide caller ID not supported.
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MiCloud Business Feature List (cont’d)

Product / Service PROFESSIONAL

BUSINESS CONTACT CENTER

EXTENSION  
ONLY

EXTENSION ONLY  
WITH VOICE MAIL LITE ADVANCED AGENT SUPERVISOR

Access to  
Administrator Portal – • • • • •* •*

Access to End User Portal • • • • • •* •*

PC Softphone – – – – O – –

Mobile Client + Softphone – – – – O – –

Web Client – – – – O O O

ACD Group Presence – – – – – • •

ACD Agent Hot Desking – – – – – • •

Queue Prioritization – – – – – • •

Predictive Routing – – – – – • •

Skill Proficiency Routing – – – – – • •

Remote Agents – – – – – • •

Queue and Individual 
Agent Reporting – – – – – • •

Broadcast Messaging – – – – – • •

Overflow – – – – – • •

Predictive Overflow – – – – – • •

Interflow – – – – – • •

Unavailable Agent Skill 
Group Routing – – – – – • •

Dial Out of Queue – – – – – • •

Auto Answer – – – – – • •

Make Busy with  
Reason Codes – – – – – • •

Work Timer – – – – – • •

Queue Status on  
Phone Display – – – – – • •

Real-time Queue 
Monitoring – – – – – – •

Silent Monitoring – – – – – – •

Historical Reporting – – – – – – •

*These features are not available while logged in as an ACD agent, but are available when logged in as an Advanced User.



Available Phones
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DESKTOP PHONES 

Desktop phones are well suited for every day phone users 

who need crystal clear voice with an intuitive interface. 

These phones (Mitel 5320 and 5330) require minimal 

customization and are extremely easy to set up. 

MANAGEMENT PHONES

These phones (Mitel 5340 and 5360) are built with state-

of-the-art hardware designed for busy professionals. With 

additional programmable hard keys and a more advanced 

user interface, executive phones satisfy the needs of 

executives and frequent phone users. 

CONFERENCE PHONE

In a world where conference calls with partners and global 

teams are the norm, crystal-clear conversations are a 

must for productive meetings. The Mitel Conference Unit 

delivers superb voice quality, advanced audio processing, 

and all the features that make conference calls seem as 

natural as being in the same room. 

WIRELESS / DECT PHONES

The Mitel IP-DECT phone expands beyond the desktop 

and provides a highly scalable, wireless phone solution that 

untethers users from their desk. 

5330 5320

5360 5340



We wouldn’t be where we are today without you, our customer. More and more businesses are turning to Mitel for their 

cloud communication deployments because we are a trusted advisor and clear market leader. We bring to the table 

decades of telephony experience and expertise as the pioneer of cloud communications, giving our customers a high level 

of trust and offering the most flexible and secure path to the cloud.

“We migrated to Mitel’s hosted unified communication solution and the benefits 

are clear. It has allowed us to connect 10 of our offices and remote employees, 

enabling them to stay connected and collaborate with ease.  The solution was 

affordable, scalable, high quality, and more importantly, dependable.”

Daniel Rivera, Technial Manager Services

Make-A-Wish America

mitel.com © Copyright 2015, Mitel Networks Corporation. All Rights Reserved. The Mitel word and logo are trademarks of Mitel Networks Corporation. 
Any reference to third party trademarks are for reference only and Mitel makes no representation of ownership of these marks.

For complete details on any of the Mitel MiCloud Business products or services, 
please contact: 888-545-1708 • mitel.com/micloud


