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Mitel

MORE THAN

1.4M
UCaaS USERS 
GLOBALLY

#1
IN FIVE CORE 
MARKETS

#2
IN UCaaS 
WORLDWIDE

#1 IN
GLOBAL CLOUD USERS

70M+
GLOBAL USERS

IN 100+
COUNTRIES

#2 IN 
CONTACT CENTER 
SYSTEMS SHIPPED 
GLOBALLY

NEW UC           
USERS PER 
QUARTER

1M+ 4.7M+
CLOUD USERS
WORLDWIDE
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TRUSTED BY
High-Performing Organizations



Work







COMPUTERS AND
AUTOMATION

IT systems automate production 
lines furtherTHIRD

IoT and cloud technology
automate complex tasksFOURTH

CYBER-PHYSICAL

Evolution of the industrial workplace

STEAM POWER AND 
MECHANIZATION

Water and steam power is used to
create mechanical production facilitiesFIRST

MASS PRODUCTION AND 
ELECTRICAL EQUIPMENT

Electricity lets us create a division
of labor and mass productionSECOND



The Fourth Industrial Revolution: Cyber-Physical

MOBILE

Compute Access

CLOUD

AI / MI





We have entered a world…….



Where…..

80%
of the workforce 
is deskless

To improve CX,

30%
of enterprises are 
turning to IoT

Artificial intelligence 
will power

95%
of all customer 
interactions by 2025

Employee 
concerns and 
productivity

Sources: Deskless Workforce, Servion, Ovum, Webtorials 2017  
Workplace Productivity and Communications Technology Report

http://desklessworkforce2018.com/
https://servion.com/blog/what-emerging-technologies-future-customer-experience/
https://ovum.informa.com/resources/product-content/iot-infographic


……80% of Global Workforce is Deskless
Agriculture, education, healthcare, retail, hospitality, manufacturing, transportation, and construction 
industries employ 2.7B employees. 

Agriculture 858M

Manufacturing 427M

Retail 497M

Healthcare 148M

Restaurants /
Hospitality 122M

Education 226M

Construction /
Real Estate 265M

Transportation
& Logistics 189M

desklessworkforce2018.com



Productivity Gains Drive Deskless IT Investments

15

Many deskless worker industries have 
high turnover rates. Technology plays 
an important role in retention as well as 
the productivity curve for new hires.

Productivity 33%
Employee Experience 23%
Cost Savings 21%
Communication 11%
Customer Experience 10%
Compliance 2%

Total: 100%

Top Reason for Investing
in Deskless Technology

desklessworkforce2018.com



Industry leaders plan to increase spending on deskless workers

16

82% 31%of industry leaders plan to increase spending 
by an average of

http://desklessworkforce2018.com/

Office Deskless

1%
Software
Spending $3 Billion 

spent on Deskless workforce a year (2017)







26Minutes a day
texting

6 Minutes a day
on voice calls 

&

Our Customers are driving change 

Omni-
channel

Cross-
channel

Multi-
channel

Single 
Channel

We now 
spend: 

Source: Chicago Tribune ‘Americans prefer texting to talking’



Moving vendors from a world of….

CollaborationContact
Center

Call Control



Customer
Experience

Workflows

Remote

IoT

To a world of new ecosystems and architecture 

Containers Cloud 
PartnersCloudLink

S

A

1

V

I

III

B

V

Z

AI

Communications
Control New 

Offerings

Microservices AI / MI

Collaboration 

Centaur

Next-gen
Applications



Customer Virtual Agent Human 
Agent/Centaur

Search
Knowledge 

Base

Sentiment 
Detection

Improve Future
Interactions

Natural Language 
Processing

Agent AssistSearch
Knowledge 

Base

Interpret 
Customer Needs

Continuous 
Agent

Coaching

Allowing a completely different experience



Three Steps Progressive 
Organizations Can Take Today

1
Build a blueprint of 
what to automate 

versus what 
requires personal 

intervention

2
Determine how 
best to leverage 

your prior 
investments

3
Leverage new 
tools to improve 

productivity 
and customer 

experience


