


•

•

•

•

•

•

•

•

•

•

•



•

•

•

•

•

•

•

•



•

•

•

•

•

•

•



•

•

•

•

•

•



•

•

•

•

•

•

•

•





Microsoft Teams Phone 
The smart calling solution 
for Microsoft Teams



Digital debt can be a silent threat to progress

We feel like we can’t keep up
say they struggle with the pace and volume of work1

We pay a mental, physical, 
and emotional tax say they feel burned out1

We have more apps than 
ever to manage say their productivity is affected by switching between applications2

1 Microsoft Work Trend Index, 2024
2 Collaboration By Design In An Age Of Generative AI And The Modern Workplace, a Forrester Consulting study commissioned by Microsoft 2023



Teams Phone is the smart way to bring calling into the flow of work

AI investments across Teams Phone are 
driving productivity through improved 
clarity, reduced interruptions, and a 
smoother calling experience.

Copilot in Teams Phone delivers additional 
intelligent capabilities, empowering you to 
be present and focused, leading to more 
effective and actionable calls. 

Call

Meet Collaborate

Automate

Chat



Teams Phone is a leader in communications solutions

Teams Phone PSTN users1

A UCaaS Leader
In 2024 Gartner® Magic Quadrant for UCaaS 
report2

AI leader
First leading UCaaS solution to add generative AI 
capabilities to phone calls3

1 Earnings Release FY24 Q3
2 Gartner 2024 UCaaS Magic Quadrant Report
3 The next wave of Copilot in Microsoft Teams, Microsoft blog, July 2023



A Leader in 2024 
Gartner® Magic 
Quadrant

Gartner® has recognized Microsoft as a Leader 
in the 2024 Gartner Magic Quadrant for 
Unified Communications as a Service (UCaaS), 
Worldwide for the sixth consecutive year.

Gartner, Magic Quadrant for Unified Communications as a Service, Worldwide, Pankil Sheth, Megan 
Fernandez, Christopher Trueman, Rafael Benitez, October 7, 2024
Gartner is a registered trademark and service mark and Magic Quadrant is a registered trademark of Gartner, Inc. and/or its affiliates in 
the U.S. and internationally and are used herein with permission. All rights reserved. This graphic was published by Gartner, Inc. as part of 
a larger research document and should be evaluated in the context of the entire document. The Gartner document is available at 
https://aka.ms/gartner2024-report-microsoft. Gartner does not endorse any vendor, product or service depicted in its research 
publications, and does not advise technology users to select only those vendors with the highest ratings or other designation. Gartner 
research publications consist of the opinions of Gartner’s research organization and should not be construed as statements of fact. 
Gartner disclaims all warranties, expressed or implied, with respect to this research, including any warranties of merchantability or fitness 
for a particular purpose.



Flexible and 
easy to use
Communicate and 
collaborate effortlessly 
from anywhere with 
intuitive, seamless calling 
that keeps you in the 
flow of work



Make any space a working space with 
AI-powered capabilities

• Stay connected and work from 
anywhere with AI-based speech 
enhancements 

• Voice isolation suppresses other 
voices and background noises so 
you can be heard clearly 

• Speak and listen at the same time 
with full duplex sound, allowing 
interruptions that make the 
conversation more natural

• Reduce reverberation for improved 
audio quality in rooms with poor 
acoustics

Flexible and easy to use



Experience productive mobility with 
Teams Phone Mobile

Flexible and easy to use

• Give everyone a single, business-
provided phone number to use across 
computer, mobile, and desk phone

• Uplift calls from mobile to Teams, 
giving full access to Teams 
collaboration capabilities

• Protect company and customer 
information with the same security 
and compliance policies regardless 
of where a call starts

• Stay connected on your cellular 
network and Wi-Fi

For a full list of participating operators and geographic coverage please click here



Intelligent and 
connected
Create meaningful 
engagements using 
intelligent capabilities that 
connect your business, 
increase productivity, and 
save employees’ time



Experience AI-powered calling with Copilot in 
Teams Phone

Intelligent and connected

• Intelligent call recap provides
AI-generated notes and action items 
after the call1

• Get real-time summarization 
and insights for calls through your 
Teams app 2

• Draft notes during the call 
and highlight key points, such as 
names, dates, numbers, and tasks 

1  Available in Microsoft 365 Copilot and Teams Premium. Requires transcription to be turned on.
2 Copilot in Teams Phone supports VoIP and PSTN calls



Promote inclusivity in your calls with 
accessible features

Intelligent and connected

• Post-call, review the call recording 
and transcript at your own pace

• Access, listen to, and review 
voicemails with playback controls, 
voicemail summary, or transcripts

• See call captions and transcript, and 
ask clarifying questions in your 
preferred language with Teams 
Premium and Copilot in Teams1

1Copilot in Teams is part of Microsoft 365 Copilot license



Teams understands Swiss German Intelligent and connected

Whether you’re in Zürich, Bern, Basel, 
or anywhere in between, Copilot is 
here to help you in your native dialect. 
From “Grüezi” to “Uf Wiederluege,” 
we’re ready to assist you with all your 
needs. 

1Copilot in Teams is part of Microsoft 365 Copilot license



Customer communications with Teams
Four models are available for a Teams contact center solution

Collaborative calling

Streamline internal and external call 
management experiences with 
built-in auto attendants, call queues, 
and Queues App

Integrations with 
Contact center partners

Easily connect certified contact 
center solution to power real-time 
collaboration across your 
organization and deliver continuous 
experiences

Dynamics 365 –
Microsoft Digital Contact 

Center Platform 

Accelerate issue resolution trust 
with a single solution built on the 
Microsoft Cloud to deliver 
consistent, connected support 
across channels. Requires Dynamic 
365 as a prerequisite

Customized solution with 
Azure Communication 

Services

Build custom applications that 
integrate audio, video, and 
telephony for Teams users



Streamline customer engagement with click-to-call Intelligent and connected

• Enable your customers to easily reach 
your organization directly from your 
webpage with a single click

• Add, customize, and program the 
click-to-call widget to connect 
customers to a specific Teams call 
queue or auto attendant

• Call recipients will receive the call 
directly in Teams1

1Voice and video calling (VoIP) usage will be billed for Azure Communication Services



Enhance customer 
engagement with 
Queues app

A native Teams workspace that 
empowers organizations to engage and 
serve their customers through 
enhanced call queue handling in Teams



Enhance call queue handling natively in Teams 
with Queues app

Intelligent and connected

• Easily manage workloads, supervise 
queues and train agents

• Monitor call volume and customer care 
quality with real-time and historical 
reporting 

• Use Copilot in Teams Phone with 
Queues app to automatically capture 
key information during or after the call

Requires Teams Phone and Teams Premium licenses



Enhance team performance with silent coaching controls
Roadmap

• Supervisors can provide 
immediate guidance to agents 
during calls with whisper controls

• When needed, supervisors can 
step in to assist directly with 
barge and take over controls

• Develop agents’ skills and 
improve performance whereas 
needed with monitoring controls 



Easy-to-configure and manage at the org level

• As an admin, easily add and remove authorized 
users for call queues in the Teams admin center

• Flexibility to configure call queues based on the 
scope, responsibility, and permissions your teams 
need

1Barge, Whisper, Monitor and Takeover capabilities are planned for release after Queues app launch



Integrate service experiences that 
extend Teams 

Intelligent and connected

• Deliver an integrated experience that boosts 
customer service efficiency and quality

• Empower agents to resolve customer inquiries
and issues more efficiently with seamless access 
to resources and expertise

• Surface relevant customer data during a call to 
provide more tailored service, without 
leaving Teams

• Connect only the partner solutions that have 
undergone testing and validation, ensuring 
quality, compatibility, and reliability

See the full list of certified partners,
click here: Contact center integrations for Microsoft Teams



Microsoft 
Intelligent 
Contact Center

Transform the way you connect with 
customers and deliver service across 
channels with Copilot-first Dynamics 
365 Contact Center



Unified 
Routing

Insights & 
Analytics

Customer 
Data Platform

Customer Journey 
Orchestration

Case 
Management

Knowledge 
Management

Digital Contact 
Center

Biometric 
Authentication & 
Fraud Prevention

Predictive 
Targeting

Robotic Process 
Automation

Standardize, organize, transform and innovate to deliver outstanding 
customer engagement across all channels

Voice

Chat

Email

Social

SMS

IVR & Bot
Conv AI

Portals

Teams

AI suggestions

Real-time sentiment 
analysis

Real-time transcription & 
translation

Macros

Agent scripts

Speech to text

Smart assist

Teams Collaboration



Generative AI accelerates transformation

Continuous AI 
learning loop

1 Data 
to capture digital signals across service

2 AI 
to connect and synthesize data

3 Action 
to drive efficient service

Assisted service
with human agents

Self-service
for customers

Operations
for leaders



The challenge: poor customer service

Customers

Channels

Live chat

Social

Email

SMS

Voice

Self-service

Chatbots

Social bots

Contact Us forms

SMS bots

IVR

Routing

Chat session routing

Social session routing

Exchange

SMS session routing

ACD

Agents

Multiple tools/
inboxes

No 360º 
customer view

Brittle integrations

Human “Swivel 
Chair” middleware

Supervisors and 
service leaders

Multiple systems

No integrated data or 
end-to-end view

Knowledge Authors

Multiple systems

Siloed data Fragmented system Siloed data Fragmented system Siloed data



Modernize your contact center with a complete solution

Self-service

Customers

Live chat

Social

Email

SMS

Voice

Teams

Intelligent
assistance

Chatbots

IVR

Voice bots

Assisted service

Unified
routing

Skills identification

Sentiment analysis

Intent determination

Agents

Copilot

Customer 360

Escalation and 
collaboration

Operations

Supervisors and 
service leaders

Integrated 
data and insights 
across disparate 

systems

Knowledge Authors

Multiple systems
Generative AI



[Demo]



Secure, reliable, 
and simple to 
manage
Save time and enjoy peace 
of mind with a reliable and 
secure communications 
solution that is easy to 
manage



Benefit from AI-optimized reliability,
survivability and performance 

• Enhanced reliability with proactive network 
monitoring, automated system optimization, 
and machine-learning failure detection

• Built-in fault tolerance to make sure that your 
calls are always connected and available 

• Make, receive, hold and resume phone calls 
even when there is no access to internet with 
Survivable Branch Appliance

• Trust a financially-backed 99.999% uptime 
guarantee for Microsoft Teams Phone, Teams 
Calling Plans and Audio Conferencing

Secure, reliable, and simple to manage



Thank you


