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“With ShoreTel,  

you don’t get the 

run-around. They do 

what they say, when 

they say they will.”
– IT director, non-profit agency with  

200 endpoints.

ShoreTel proves biggest does not equal best
not being an early adopter 

of a new technology is learning from others’ 
experiences. Now that most companies have 
some level of experience with Voice over IP 
(VoIP) – even if limited deployments or trials 
– their experience speaks volumes. For the 

providers in eight categories, and ShoreTel 
has consistently ranked highest. This year, 

Communications (UC) Vision and Integration 
Capabilities. These ratings are incredibly 
useful for companies evaluating a new VoIP 
strategy, or those reassessing an existing 
one. They also are integral to companies 
evaluating UC options, as VoIP is a key part 
of any UC strategy. 

that biggest does not equate to best. The 
vendor with the top overall score among all 
VoIP providers is ShoreTel. Although Cisco, 
Avaya and Nortel have the largest market 
share, when evaluated across all industries 
and all sizes of companies, they do not 
score in the top three providers. Overall this 
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ShoreTel named Best Overall VoIP 
Provider for the fifth year in a row

year, ratings in every category of VoIP are the 
highest we ever received, which is a testament 
to the improvements vendors are making to 
their products after several years of experience.

Technology: ShoreTel ranks 4.31
The technology rating evaluates the sophistication 
of the underlying technology and operating 
systems. This category covers underlying 
software, platforms, intelligence and standards 
compliance for each vendors’ product. Overall, 
customers rated technology the highest of all 
categories, with a 4.04. ShoreTel ranked 4.31.

ShoreTel customers like the architecture. 
ShoreTel’s switches are deployed in each 
location, and each switch can operate as a 
standalone device in the event of an outage, 

VoIP Overall Ratings   Top Scores: VoIP Providers

Source: “Nemertes PilotHouse Awards, Unified Communications and Collaboration: Top VoIP 
Providers,” Nemertes Research,  July 2008

The Nemertes Report

decision makers to rate their VoIP providers. The 
results are based 100 percent on the views and 
experiences of actual customers – Nemertes staff 
determines the methodology, conducts the 

No vendors 
sponsor this research. 

This year, Nemertes received 555 responses from 
117 benchmark participants and 309 survey 
participants. Almost half of these participants were 
in senior management, including CIO, CTO, VP, 
managing director, and architects. The remainder 
included directors, managers, consultants and 
engineers. Participants came from a range of 
organizations, large and small, across a wide 
number of industries: manufacturing, professional 
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“ShoreTel has very 

user-friendly,  

durable products.”
– Telecom Manager, Distribution Company  
   with 400 endpoints. 

Customer Service: ShoreTel ranks 4.38
Customer Service is the next most highly 
rated category, at a 3.94. Customer service 
focuses on response time to problems, 
account representative service, 
RFP process, and warranty 
issues. ShoreTel earned a 4.38. 
ShoreTel customers of all sizes 
say the vendor is responsive to 
concerns or problems, and that 
it listens well to suggestions for 
upgrades and improvements.

Value: ShoreTel ranks 4.25
Value is another key metric in vendor 
selection. To be clear, this category does 
not equate to cost. Rather, it is a rating of 
“bang for the buck.” As a result, the top 
scores in the value category do not mean 
those providers necessarily are the least 
expensive. They could be, but that is not 
the purpose of the rating. Top scores indicate 
that regardless of the cost, customers feel 
they received value for that expenditure. 
According to all of the customer ratings, 
the best value comes from ShoreTel (4.25). 

ShoreTel customers feel they 
get good value with ShoreTel’s 
product line. The capital, 
implementation and operational 
costs are lower than most 
competitors. ShoreTel also 
includes its ShoreWare Personal 
Call Manager with every license, 
and customers place value on 
that because they receive features such as 
visual voicemail, directory integration, and 
click-to-call capabilities. As an additional 
option, they also get a softphone client, 
desktop videoconferencing and instant 
messaging.

Ease of Installation & Troubleshooting: 
ShoreTel ranks 4.63 

and troubleshooting has been among the 
lowest scores in our research. It remains 
among the bottom tier of ratings, but the 
good news is that the scores have improved 
considerably, going from a 3.53 last year to 
a 3.90 this year. A few key reasons are causing 

ShoreTel is at the top  
of the chart 
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resulting in built-in redundancy. Additionally, as 
companies grow, they do not have to replace 
the PBX with a higher-capacity switch or a 
different architecture. Rather, they simply stack 
additional PBXs using the same, familiar 
architecture.

Product Features: ShoreTel ranks 4.50
Breaking technology down into usable compo-
nents, the product-features rating focuses on 
handset and switch capabilities of each vendors’ 
products. The overall average score for product 
features is the second highest in the overall 
ratings, at a 4.02. ShoreTel earned a 4.50. This 
is one of the highest-scoring categories for all 
vendors, indicating there is some, though not 
much, room for improvement. 

Nemertes asked participants to rate their 
primary and, if applicable, secondary, VoIP 
providers in several categories using the 
following scale: 1=unacceptable; 2=poor; 
3=fair; 4=good; 5=excellent. The best 
overall scores are the mean of all ratings 
from all categories: Technology, Product 
Features, UC Vision, Customer Service, 
Value, VAR Expertise, Solution Experience, 
Ease of Implementation, Management 
Tools, and Best Overall.

ShoreTel is at the top of the chart because 
it won the Best Overall VoIP Provider, an 
honor derived by calculating the average of 
every rating received for each VoIP provider.



this improvement: VAR training has improved. 
Also, customers have spent time running 
trials and participating in training programs, 
so their own expertise has improved. 
ShoreTel earned a 4.63.  

ShoreTel’s ease of installation has 
been a hallmark of its customer 
satisfaction. In fact, one of 
ShoreTel’s highest scores is for 
ease of installation and trouble-
shooting. Year after year, Shoretel 
customers praise the product line, 
describing it as “true plug-and-
play” implementation. Many had 

no intention to use the product, but VARs 
were able to do quick sales demonstrations 
in which they established a VoIP system in a 
matter of a few hours – and that impressed 
the prospective customers enough to buy 
the system.

UC Vision: ShoreTel ranks 4.25
Unified Communications vision measures 
vendors’ plans for migrating VoIP to a full UC 
infrastructure. The overall average score is 
3.97 – fairly impressive for a new category 
and one that still is loaded with confusion 
because there is no “industry standard” 
definition of unified communications. Some 
IT executives define it simply as unified 

messaging, others define it as full 
integration of all communications 
capabilities with all business 
applications. It can be difficult to 
fully understand expectations in 
this market because a customer 
might define “UC” differently from 
the vendors. The top vendor for UC 
vision was ShoreTel with a 4.25.

960 Stewart Drive
Sunnyvale, CA 94085
Phone: +1.408.331.3300 or +1.800.425.9385
Fax: +1.408.331.3333
www.shoretel.com

About ShoreTel, Inc.
ShoreTel is a leading provider of Pure IP Unified Communications solutions. 
ShoreTel enables companies of any size to seamlessly integrate all communications 
– voice, video, messaging and data – with their business processes. Independent 
of device or location, ShoreTel’s distributed software architecture eliminates the 
traditional costs, complexity and reliability issues typically associated with other 
solutions. ShoreTel continues to deliver the highest levels of customer satisfaction, 
ease of use and manageability, while driving down the overall total cost of ownership. 
Founded in 1996, ShoreTel has achieved broad industry recognition for its technology. 
For more information, visit www.shoretel.com.

Disclaimer
This report contains excerpts of ShoreTel’s results only from Nemertes PilotHouse Awards: Unified 
Communications & Collaboration. Top VoIP Providers. The full report covers numerous vendors. 

Integration Capabilities
Integration capabilities tracks how well each 
vendor’s products integrate with third-party 
products and applications. The overall average 
score for this metric is a 3.84; ShoreTel earned 
a 3.87.

We discussed with participants their plans 
for moving from VoIP to a full unified-com-
munications strategy, such as integrating 
real-time and non-real-time communications 
capabilities with each other, and with presence, 
mobility and business applications. Partici-
pants say they want vendors to improve their 
integration with third-party products in the 
coming year.

Solution Experience: ShoreTel ranks 4.19 
A vendor’s solution experience is becoming 
more important to enterprise decision-makers. 
We define solution experience as a vendor’s 
ability to understand business requirements 
and craft solutions that meet customer needs. 
The overall score for solution experience is 
3.90. And again, we see ShoreTel at the top 
with a 4.19.
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About Nemertes Research 
Nemertes Research is a research-advisory firm 
that specializes in analyzing and quantifying 
the business value of emerging technologies. 
You can learn more about Nemertes Research 
at www.nemertes.com.
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