
ShoreTel Remote Monitoring, a 365-day, round-the-clock service, 
proactively monitors ShoreTel products deployed on the customer premise. 
Available to both new and existing customers, ShoreTel Remote Monitoring 
verifi es current status and expedites the response process for identifi ed 
faults – ultimately improving mean time to repair for events associated with 
ShoreTel systems.

With monitoring, both ShoreTel and your reseller are automatically 
notifi ed of any issues that may arise, without the need for an end-
customer intervention, which simplifi es the support process and provides 
operational effi ciencies, allowing customers to spend less time managing 
communications and more time focused on their core business initiatives. 

SOLUTION BRIEF

ShoreTel Remote Monitoring 

ShoreTel Remote Monitoring is a value-
add service that concentrates on 
enhancing the end-customer experience 
but does not confl ict with the current roles 
and responsibilities in the existing support 
plans. It just takes our great support plans 
and makes them better. 

With a Partner Support contract in place, 
ShoreTel Remote Monitoring will notify the 
reseller’s service organization of detected 
events that require interaction with the 
end-customer. With Enterprise Support, 
events will be escalated to the ShoreTel 
Technical Assistance Center (TAC).
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Q:  Are there any prerequisites needed to 
order ShoreTel Remote Monitoring?

A:  Customers must have purchased 
either an Enterprise or Partner Support 
Maintenance Plan. In addition, 
customers must have a minimum 
order of 50 users for ShoreTel Remote 
Monitoring.

ShoreTel Remote Monitoring provides 
a comprehensive 365-day, round-the-
clock service capable of receiving 
immediate alert information detailing 
outages or potential issues that could 
lead to degradation of performance, and 
remotely correct common problems when 
possible. 

ShoreTel utilizes a management system 
(software/hardware platform) to collect 
system data, and interpret the data in a 
format that can be used by the ShoreTel 
TAC and/or ShoreTel Certifi ed Resellers. 
The service is scalable for supporting 
multiple customers and devices while 
securing access for each customer.

Q:  Can anyone other than ShoreTel access 
my system?

A:  No, access to managed systems is 
controlled by ShoreTel. Only authorized 
ShoreTel and reseller personnel will be 
assigned authorized usernames and 
access privileges. 

The service provides event detection, 
fi ltering and correlation of ShoreTel 
System Events that facilitates identifi cation 
of the root cause. Filtered results are 
then forwarded to the reseller to notify 
the customer and perform further 
diagnostics.  

Q.  Does ShoreTel attempt to resolve 
issues remotely and help with 
remediation? 

System Events that facilitates identifi cation 

A:  Yes, ShoreTel provides remote 
remediation when possible without 
engaging the end-customer or reseller, 
utilizing scripts for common fi xes 
that can be implemented quickly. If 
not fi xed with remote remediation 
efforts, events are escalated to either 
the reseller (for Partner Support) or 
ShoreTel TAC (for Enterprise Support), 
with correlation statistics to help isolate 
the problem and assist the next level 
for determining probable cause.

ShoreTel Remote Monitoring services 
utilize an SSL VPN appliance to establish 
a secure and encrypted connection 
between the end-customer’s network and 
ShoreTel’s Remote Operations Center. 
The connection leverages the same 
mechanism as an SSL browser session. 
ShoreTel resellers/customers can leverage 
the connectivity established by ShoreTel 
Remote Monitoring for additional 
troubleshooting efforts.



Resellers and end-customers will have 
access to the ShoreTel Remote Monitoring 
portal for an over-the-shoulder view of 
their deployed ShoreTel devices with 
a user-friendly dashboard displaying 
performance statistics, and the ability to 
create ad-hoc reports. 

ShoreTel Remote Monitoring 
includes the following: 

• Remote connectivity 

-  Secure access anytime without the 
need for customer engagement 

• Event monitoring 

- Automatic 24/7 real-time detection 

• Filtering & correlation

-  Correlate multiple events for probable 
root cause and severity 

• Event management

- Ticket generation, tracked to closure 

• Proactive remediation or isolation

- Remediation scripts for common fixes 

-  Isolate event for assisting next level of 
support 

• Escalation

-  Proactive notification to reseller or 
ShoreTel TAC (Enterprise)  

• Web portal & reporting

-  Web portal with user-friendly 
dashboard  

- Monthly report on tickets  

Customer benefits 

•  Over-the-shoulder view with Web portal 
for performance statistics and ability to 
create ad hoc reports

• Optimize budgets 

- Fixed rates allow for budgeting

- Predictable cost containment 

-  No capital outlay for monitoring tools 
and systems

• Enhances end-customer experience

-  Without monitoring, end-customers 
have to notify resellers when users are 
experiencing a problem 

-  With monitoring, ShoreTel/reseller 
already aware of issues without the 
need for an end-customer call

• Operational efficiencies 

-  Decreased downtime - expedites 
response time and improves mean time 
to repair (MTTR)

• Proactive vs. reactive   

-  Ability to remedy common issues 
before end-users are negatively 
affected  

- Increases optimization and utilization

-  No need to hire, train, and retain 
remote operations center staff for 
comparable 24x7 coverage 

•  ShoreTel resources, so you can focus on 
your core business
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About ShoreTel

ShoreTel is a provider of business communication solutions whose brilliantly simple unified 
communications platforms, applications and mobile UC solutions promise a new rhythm of 
workforce engagement and collaboration. With costly complexity eliminated by design from 
its award winning, all-in-one IP phone system, UC and contact center solution, and its industry 
leading hosted business phone system, workers enjoy a freedom and self-reliance that other 
providers can’t match. Users have full control to engage and collaborate, no matter the time, 
place or device, for the lowest cost and demand on IT resources in the industry. ShoreTel is 
headquartered in Sunnyvale, California, and has regional offices and partners worldwide.  
For more information, visit shoretel.com or shoretelsky.com


