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This document overviews Mitel Professional Services for Mitel MiContact Center solutions in the Americas market and ties 
customer and partner needs to a range of service options.  These services are generally available for Mitel partners and 
direct sales teams to position and sell along with MiContact Center products, training and support services, and with 
Mitel’s Unified Communications and Collaboration (UCC) solutions and services. 

Mitel Services are offered to maximize customer solution value and to help partners fill gaps in their own professional 
services offers.  The Mitel Professional Services Contact Center delivery team has helped hundreds of customers and 
partners to translate customer needs and technology capabilities into successful daily operation and ready solutions to 
respond and grow as their business dictates. 

The purpose of this document is to permit partner and sales teams to efficiently and accurately respond to each customer 
opportunity in a way that will satisfy customer needs and fit their budget.  Responses can be composed of these service 
options using a co-delivery model (for a Mitel-certified partner) or a Mitel Turnkey Delivery model. 

Table 1 illustrates the way Mitel Professional Services has packaged our contact center professional services.  It shows 
two main project stages that align with Mitel’s delivery methodology: Discover, Design, Develop and Deploy, defined 
below in Figure 1 (next section).  The five service areas are shaped by project needs and are for the most part consistent 
with UCC professional services for ease of building projects with both contact center and UCC requirements.  You can 
choose from 19 service options to tailor each project/opportunity for the customer’s specific requirements. 

While the majority of these services are considered “Advanced Services” in that they include the application of deep 
technical knowledge on Mitel technologies as well as a strong understanding of the customer’s contact center processes 
and environment, many are pre-packaged for fast and predictable quoting.    

 
Table 1: Mitel Professional Services for Contact Center Solutions 

 

* See Figure 3 for the definition of customer’s 3 main areas of solution needs (Core, Performance, and Workflow) 
** Focused on Core, but links to Performance and Workflow services. 

Contact Center Training services are available via Sales Work Bench and are not represented in this catalog. 
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MITEL PROFESSIONAL SERVICES DELIVERY METHODOLOGY 

Mitel has developed its Professional Services Delivery Methodology (Figure 1) as a result of deploying over 8,000 contact 
centers over the past 20 years and continuously improving its practices.  This methodology is similar to our UCC 
practices.  Of course, not all methods and practices apply to all projects.   

Please note that Mitel will scope projects based on the needs of each customer. That is, if a best practice is not required it 
need not be part of the project.  At each stage, Mitel has a best practice which is supported by a service offering or in-
house skill.  Having service offerings allows us to translate customer requirements into IT projects which can be managed 
individually or together, and phased according to the customer’s needs.  

The differentiator here is that Mitel’s practice methodology is repeatable and predictable. This allows our partners to 
accurately price and position the services, and confidently forecast their delivery timeframe.  

 
 

Figure 1. Contact Center Professional Services Delivery Methodology 

 

CUSTOMER NEEDS 

Contact centers are a strategic part of many organizations, often being the brand face to their customers, a major source 
of revenue generation, or a significant cost center to be managed.  A great contact center can help you differentiate your 
business in a competitive marketplace. 

Helping a contact center reach its strategic objectives can demand a great deal of business focus and investment.  And it 
is continuous.  At the same time, despite the best efforts of contact center technology providers to simplify, automate and 
integrate their solutions into business applications, using the technology can still be a challenge.  Multimedia and 
outbound interactions are ramping up and then there are cloud considerations, and regulations to meet.    

We want customers to be as self sufficient as possible in getting business value from their technology.  But when they 
need help, that’s when they consider Professional Services. 

How do organizations run their contact centers?  They do a range of specialized contact center IT and management 
activities that encompass: customer interactions, business processes, resourcing, etc, shown in Figure 2 — activities that 
are very specialized to the contact center environment. 

 

 
Figure 2. Contact Center Needs vs. Professional Services Projects. 
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Good Professional Services start with strategy, people and processes, then consider the technology and how it can help.   

Mitel Professional Services: 

 Start by discovering customer’s existing business process, learning how customer wants evolve or transform 
their processes to change customer experience, reduce costs, measure outcomes, etc. 

 Add consulting expertise that is often required during Discovery to align stakeholders to decide on their contact 
center business roadmap before considering the technology. 

 Continue with firm business requirements to begin the solution design, sometimes needing deep architectural 
expertise in the technology environment and surrounding business applications. 

 Apply to new contact center solutions as well as upgrades, migrations and expansions of existing contact center 
solutions. 

 Helps a customer who just needs to learn where they are with their technology: this where a Healthcheck service 
is a good fit. 

 
Professional Services are structured around contact center Core Services, Performance Services, and Workflow Services, 
as outlined in the orange boxes in Figure 3.  These three service areas are aligned both to customer needs (orange text) 
and to technology components / capabilities in Mitel’s contact center portfolio (blue boxes).  

 
  

Figure 3. Contact Center Professional Services vs. Customer need and Solution portfolio. 

 

New projects start with Core Services to architect, design and implement the Core contact center platform, the basic 

agent workflows, the ACD / voice and multimedia routing, and standard reporting.  The Core contact center design will 
take into account the technical needs of the Performance and Workflow technologies.  Some advanced Core needs 
include platform redundancy and/or virtualization, and migration to private cloud. 

Performance Services add Business Reporter for carrier billing, Call Recording for quality or compliance purposes, 

customize reports only if the large number of out of the box reports are not sufficient, and manage and optimize the 
workforce.  Performance Services also help customers who need consultative help to decide on what reports they should 
focus their management activities on or how to get the most productivity from their workforce scheduling system. 

Workflow Services are for automating inbound and outbound workflows, adding multimedia workflows, and integrating 

with business applications to add context to workflows such as Customer Relationship Management systems.  While 
simply automating workflows or adding context may be the customer’s objective, Workflow Services can also be used to 
differentiate their client’s experience with goals such as retaining customers or building loyalty. 
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Modernizing typically involves migrating part or all of customer’s existing solution.  Scenarios include migrating from a 
legacy Mitel technology where there has been an architectural change such as from IQ to IVR, a platform migration such 
as MiContact Center Business Edition to Enterprise Edition, or from a legacy third party solution to a Mitel solution.   

ENGAGING MITEL PROFESSIONAL SERVICES 

Customer opportunities can be reduced to IT projects: to create a new solution, to upgrade, to add new capabilities, to 
scale capacity, to modernize the solution, and to optimize how the solution is leveraged to satisfy one or more business 
purposes.  Sometimes the requirements are a combination of these project types. 

There are four project “levels” that cover a wide range of solution needs, specifically the scale, complexity and degree of 
certainty of customer requirements, and apply to new projects as well as additions, upgrades, migrations, etc:  

1. Most basic contact center projects with simple requirements need only simple discovery and design work for 
things such as basic agent workflows and IP addressing.  This work is done during implementation.  

2. The next project level is where a Mitel Technical Consultant delivers a formal project discovery and design stage 
ahead of implementation work.  This service level would cover most projects with up to medium scale and 
complexity for automating workflows with Interactive Voice Response or Multimedia and scaling capacity for up 
to 500 agents.  In this case, Mitel would provide packaged services.  Project details would be well understood, 
such as the number of workflows and what capabilities are to be included in the workflows.     

3. As a third project level, when indicated by opportunity scale or complexity in the pre-sales stage, the 
partner/sales team and Mitel Professional Services team will interview the customer and fill out a special 
document called the “Advanced Services Questionnaire”.  What this really means is that extra care will be taken 
to ensure that the customer project requirements are well understood during the sales process and that any 
additional services required for project success would be included with the Mitel quote.   

4. In the situation where an customer still has unknown / poorly defined solution needs even after discovery with the 
Advanced Services requirements meeting, Mitel Services may recommend that a consulting service be sold 
ahead of positioning the full solution and services.  This consulting service will define and document the solution 
business and technical requirements, leading to more satisfied customers and cleaner project execution.   

 

All project opportunities start by spending time to understand the customer and partner needs.  This is done by reviewing 
the customer requirements and solution documentation that are provided in the services quote request.  If more 
information is required, then the Professional Services team will engage the partner/sales and customer representatives 
to discover the detailed customer needs.  Service pre-sales quote requests and project engagements are requested via 
Mitel OnLine under the Services tab and “Request a Quote”, as detailed in the Appendix below.   

A packaged response to level 4 above is to request a contact center Healthcheck service.  This is a Technical Consulting 
service targeted at existing MiCC customers with the goal of finding gaps in the technology or use of their solution.   

Other consulting services to lead into uncertain solution / project requirements include Business Consulting and Technical 
Consulting where the objectives will depend on the initial discovery.   
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Business Consulting is offered to help align customer stakeholders on their contact center business requirements and to 
evolve or transform how they run their contact center and differentiate their customer experience.  These services are 
used ahead of specifying a Mitel solution or used to optimize how customers use/evolve their existing Mitel solution.  

These Consulting services start by discovering and documenting customer’s current state of business and operational 
performance, develop a view of a target future state, and identify gaps, potential projects and investment priorities.   

Business Consulting for contact centers is different to most other professional services that Mitel offer in that they first 
consider business strategy, people/organization and processes, and only then consider the technology at a high level and 
how it can help. 

The goal is to help customers achieve their contact center business potential and respond to competitive pressures.  
Customers build concrete business priorities that are driven by their strategy and performance, and see new or better 
ways to manage and automate contact center business processes to manage cost, increase revenue and to build market 
differentiation.  
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Technical Consulting and Design services are scoped and delivered by Mitel’s experts who have advanced competencies 
in Mitel products and who know how to apply them to solve customer business problems in their operational and IT 
environment.   

These services are particularly valuable to partners who need to leverage Mitel’s technical skills when customers have 
more advanced needs for scale, advanced features, and integrations, and where the customer understands their business 
requirements but lacks agreement on their target technical solution and/or business process design. 

Partners benefit from expert discovery to baseline the current solution and gaps, rapid and optimal application of Mitel 
technology to meet their customer’s specific business and IT environmental needs, and designs that can be implemented 
with low technical risk and great customer experience.   
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Services for migrating customer MiCC systems and application workflows from legacy Mitel premise-based solutions to 
current Mitel technology with options to centralize, change the redundancy, and virtualize the solution.  Services are also 
applicable to migrating from a Mitel premise solution to a Mitel Cloud solution whether it is public, private or hybrid. 

These services are particularly valuable to partners who need to leverage Mitel’s technical skills on legacy platforms or 
who must migrate a higher than usual volume of customers.  System and Workflow Migration services are applicable to 
partner co-delivery as well as Mitel turnkey implementation projects.   
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These services are for integrating with third party CRM and WFM systems, for custom survey and dialer workflows, and 
for helping Mitel partners and customers develop custom interfaces and workflows using Mitel Application Programming 
Interfaces (APIs) and Software Development Kits (SDKs). 

These services are particularly valuable to partners and customers who must integrate with third party CRM and WFM 
systems and who need to leverage specialized technical skills on how to customize the use of Mitel technology. 
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Mitel Implementation Services are for configuring features of Mitel platforms and workflows once the discovery, design 
and development work is complete.   

Mitel’s Implementation team embody our 20 years of developing, deploying and supporting our technology for hundreds of 
customers and partners.  Mitel include Project Management services as needed for larger and more complex projects to 
manage project and rollout risks, set clear stakeholder expectations, and ensure smooth execution. 

In the scenario where the partner is providing implementation services and Mitel is performing the discovery and design 
work, Mitel can augment the partner’s team with technical leadership and/or configuration of advanced product features 
during more complex implementation projects.   
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To get started with Mitel Professional Services use the standard quote request and order process below, which is used for 
any Mitel UCC or contact center solution. 

Service fees are charged based on estimated duration and a daily charge rate for the service delivery resources.  The 
project duration is estimated based on the requested services and Mitel’s experience at delivering similar projects.  Travel 
and Living Expenses will be estimated based on the duration and location of any on site work. 

There are three steps to quote and order Mitel Professional Services: 

1. Document the Solution 

a. Either Build a Product Quote (default) in Sales Work Bench, saving the MI2 file 

NOTE: If the request is not within boundaries, then a Warning message will be generated in sales 
Work Bnch and you will need to request an Advanced Services in your Quote request 

b. Or Provide documentation of an existing solution 

2. Request a Professional Services Quote:  

a. Navigate to MOL home > Services > Professional Services > Related Links > Request a Quote 

b. In your Quote Request 

 Ask for either a Budgetary Quote (price only), or a Firm Quote (Statement of Work and price with 

applicable Travel and Living Expenses) 

 Indicate your preferred Service Option(s) from this catalog either for all locations (default) or 
options for each location 

 Describe the service requirements as best possible.  Attach any available call flows, network 
topology diagrams, or documents that illustrate the target implementation. 

 Attach Product Quote (MI2) or documentation of an existing solution with customer locations 
formally identified and provide System IDs for each system in scope 

c. If the Service Solutions team require more information to quote or if Advanced Services are flagged, 
then they will invite the partner/sales team and/or customer representatives and a Mitel Professional 
Services consultant to a scoping meeting  

d. Receive either a Budgetary or Firm Quote 

3. Review quote and follow included instructions: 

a. To Change a quote: attach any changes to the service requirements and/or attach updated MI2 file 

b. To Request a Firm Quote: include quote reference number from the Budgetary Quote  

c. To Engage Mitel to deliver services: From the Firm Quote, sign “Notice to Proceed” and submit a 

hard copy purchase order to ServiceSolutions@mitel.com 



 

 

The Project objectives highlighted in the Figure below are to: 

1. Upgrade from release 5.1 MiCC core solution to current release 7.1 

2. Add IVR and Multimedia workflows 

3. Integrate with SalesForce.com 

4. Add Business Reporter 

 

 
  

Figure: Example Professional Services Project Objectives. 

 

The Professional Services selected for this project are shown in the Table below. 

 
Table: Mitel Professional Services for Example Project 

 

 

 

 

 

 


