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Executive Summary

What is Microsoft Teams Phone System?

Microsoft Teams Phone System is Microsoft's cloud-based business phone
system that adds enterprise calling capabilities to Microsoft Teams. It replaces
traditional PBX systems by enabling voice calling directly within the Teams
collaboration platform.
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Key Takeaways:

Microsoft Teams Phone requires multiple licenses: Microsoft 365 base
license + Teams Phone Standard ($8/user/month) + calling
connectivity ($12-18/user/month for Microsoft Calling Plans)

Microsoft 365 E5 includes Teams Phone Standard but still requires
separate calling connectivity

Total cost of ownership typically runs $25-35/user/month for small
businesses and $20-28/user/month for mid-market organizations

Critical limitation: Microsoft Teams Phone depends entirely on Teams
service availability—when Teams is down, phone service is unavailable

Alternative solutions like PanTerra Streams.Al ($14.95/user/month)
operate inside Teams with independent infrastructure, providing
automatic business continuity

Who should read this guide:

IT decision-makers, CTOs, IT directors, office managers, and business
owners evaluating business phone systems, unified communications
platforms, VolIP solutions, or Microsoft Teams Phone alternatives.
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What is Microsoft Teams Phone
System?

Microsoft Teams Phone System (qlso called Teams Phone, Microsoft Teams
Calling, or Teams Voice) is a cloud-based Private Branch Exchange (PBX) solution
that provides business telephone capabilities within Microsoft Teams.

It enables organizations to make and receive phone calls, manage voicemail, set
up auto attendants, create call queues, and handle enterprise voice
communications directly through the Teams interface.
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How Microsoft Teams Phone System Works

Microsoft Teams Phone System replaces traditional on-premises PBX hardware
with cloud-based calling infrastructure. Users make and receive calls through:

Microsoft Teams N
= desktop application N
(windows, Mac, Linux) \4

Microsoft Teams
- web browser
interface

N Microsoft Teams
mobile app (iOS,
Android)

Certified Teams IP desk
phones from
manufacturers like Yealink,
Poly, Cisco, and
AudioCodes
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Key Features of Microsoft Teams Phone

e Enterprise voice calling: Make and receive business phone calls through
Teams

e Auto attendants: Automated phone menu systems for routing incoming calls

e Call queues: Distribute incoming calls to groups of users

e Voicemail: Visual voicemail with transcription capabilities

e Call forwarding and transfer: Route calls to other users or external numbers

e Conference calling: Multi-party conference bridges

e Caller ID management: Control how your number appears to recipients

e Call park and pickup: Hold calls for retrieval by other users

e Delegation: Allow assistants to manage calls for executives

e Emergency calling (E91): Location-based emergency services routing
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Microsoft Teams Phone vs Traditional PBX

Systems
- Microsoft Teams
Feature Traditional PBX
Phone
Infrastructure On-premises hardware | Cloud-based service
Capital expenditure High upfront costs Subscription-based

pricing

Requires on-site

Maintenance Managed by Microsoft

technicians
Scalability Limited by hardware Easily scalable
. Integrated with Microsoft
Integration Standalone system 9

365

Requires VPN or

. Native remote access
additional setup

Remote work support

Dependent on Teams

Business continuity Local failover possible availability
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What Microsoft Teams Phone
System Does NOT Include

Many organizations mistakenly believe that purchasing Microsoft
Teams Phone provides a complete business phone solution.
However, Microsoft Teams Phone System does NOT include:

Phone numbers (DIDs)

e Must be purchased separately through your
calling provider

/ \ PSTN connectivity
e Ability to call regular phone numbers requires

~- additional licensing

Business SMS/MMS:
. e Text messaging has significant limitations

compared to dedicated platforms

Fax capabilities

e Not supported within Teams Phone

Independent failover:
e When Teams is unavailable, phone service is

completely down

Simplified administration

.a e Requires managing multiple Microsoft admin

portals

e
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Microsoft Teams Phone
Licensing Requirements

Microsoft Teams Phone System (also called Teams Phone, Microsoft
Teams Calling, or Teams Voice) is a cloud-based Private Branch
Exchange (PBX) solution that provides business telephone capabilities
within Microsoft Teams. It enables organizations to make and receive
phone calls, manage voicemail, set up auto attendants, create call
queues, and handle enterprise voice communications directly through
the Teams interface.
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Required Licenses for Microsoft Teams Phone

To use Microsoft Teams Phone System, every user requires:

v~ Microsoft 365 base license (Business Basic, Business Standard,
Business Premium, E3, or E5)

v~ Microsoft Teams Phone Standard license (~$8/user/month) OR
Microsoft 365 E5 (which includes Teams Phone Standard)

Calling connectivity solution (Microsoft Calling Plan, Direct Routing,
or Operator Connect)

Phone numbers (DIDs) through your chosen calling provider

Microsoft 365 Base License Requirements

All Microsoft Teams Phone users must have one of these Microsoft 365
licenses:

Microsoft 365 Business Basic: $6/user/month - Includes Teams
collaboration, requires Teams Phone Standard add-on

Microsoft 365 Business Standard: $12.50/user/month - Includes
Teams collaboration, requires Teams Phone Standard add-on

Microsoft 365 Business Premium: $22/user/month - Includes
Teams collaboration, requires Teams Phone Standard add-on

Microsoft 365 E3: $36/user/month - Includes Teams collaboration,
requires Teams Phone Standard add-on

Microsoft 365 E5: $57/user/month - Includes Teams collaboration
AND Teams Phone Standard (but still requires calling connectivity)
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Microsoft Teams Phone Standard License

Cost: Approximately $8/user/month (varies by region and volume)

What it What it does NOT
includes: include:

PBX functionality (call handling, Ability to make or receive
transfer, forwarding) external phone calls (requires

calling solution)

\/ Voicemail with transcription

Basic auto attendant Phone numbers (DIDs)
capabilities (requires

\/ additional resource account Business SMS/MMS
licenses)

. . Fax capabilities
\/ Call queue functionality

(requires additional resource
account licenses)

+/  Integration with Microsoft
Teams interface
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Microsoft 365 E5 and Teams Phone Standard

Microsoft 365 E5 ($57/user/month) includes Teams Phone Standard at no
additional cost, potentially saving $8/user/month compared to purchasing E3 +
Teams Phone Standard separately.

Microsoft 365 E3 + Teams Phone Standard: $36 + $8 = $44/user/month

Microsoft 365 E3 + Teams Phone Standard: $36 + $8 = $44/user/month

Microsoft 365 E3 + Teams Phone Standard: $36 + $8 = $44/user/month

Break-even analysis: If your organization needs the advanced security,
compliance, or analytics features included in E5, the additional $13/user/month
may be justified. However, if you only need Teams Phone functionality, E5
represents a significant cost increase.

Critical note:
Even with Microsoft 365 Eb, users still cannot make or receive external

phone calls without adding a calling solution (Microsoft Calling Plan,
Direct Routing, or Operator Connect).
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Calling Connectivity Requirements

All Microsoft Teams Phone users—regardless of license tier—require one of
these calling solutions:

— Option 1: Microsoft Calling Plans

e 3,000 minutes per user per month (US and Canada)
e Overage charges: $0.01-0.02 per minute
e Includes phone number provisioning

e 3,000 domestic minutes + international calling to 196+ countries
e Overage charges vary by destination

No monthly subscription
Per-minute charges for all calls

Requires Communication Credits pre-funding
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— Option 2: Direct Routing

e Session Border Controller (SBC): $2,000-$15,000 depending on
capacity

e SIP trunk provider: Variable monthly costs based on usage

e Technical expertise for configuration and ongoing management

Best For:

Large enterprises with existing voice infrastructure and IT expertise

— Option 3: Operator Connect

Pricing varies by carrier

Typically offers competitive per-minute rates

Less technical complexity than Direct Routing

Requires managing separate carrier relationship
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Resource Account Licenses for Auto Attendants
and Call Queues

Required for:

e Each auto attendant instance
e Each call queue instance

Typical deployment:

Most organizations deploy 3-5 auto attendants and 2-4 call queues, adding $25-
45/month in resource account licensing costs.

Example:

e Main company auto attendant: $5/month
e Sales department call queue: $5/month

e Support department call queue: $5/month
e After-hours auto attendant: $5/month

e Executive assistant call queue: $5/month

e Total resource accounts: $25/month

e
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Complete Licensing Example: 100-User

Organization

Scenario: Mid-sized company with 100 users, no existing E5 licenses, requires

domestic calling only

e Microsoft 365 E3: $36/user

e Teams Phone Standard: $8/user

e Microsoft Calling Plan
(Domestic): $12/user

 Subtotal per user: $56/month

e Per-user licenses: $56 x 100 =
$5,600

e Additional costs: $40

¢ Monthly total: $5,640

e Annual total: $67,680

Resource accounts (5):
$25/month

Toll-free number rental: $10-
15/month

Total additional: $40/month

Number porting fees: $200-300
(100 numbers @ $2-3 each)
Desk phones (50 units @ $200
avg): $10,000

Implementation and training:
$5,000-10,000

Note: This example does not include IT administration time, ongoing support

costs, or hardware replacement over time.
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Licensing Summary: What You Must Remember

Microsoft 365 E5 includes Teams Phone Standard but E5 costs
$57/user/month vs $44/user/month for E3 + Teams Phone Standard

All users require calling connectivity regardless of license tier—budget an
additional $12-25/user/month

Resource account licenses are required for auto attendants and call
queues—typically $25-45/month total

Phone numbers cost extra through your calling provider

Total licensing costs are 30-40% higher than advertised “per-user” pricing
once all components are included
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Microsoft Teams Phone Calling
Models: Calling Plans vs Direct
Routing vs Operator Connect

Microsoft Teams Phone requires PSTN (Public Switched Telephone Network)
connectivity to make and receive calls to regular phone numbers. Microsoft offers
three models for connecting Teams Phone to the telephone network, each with
different cost structures, technical requirements, and operational complexity.

e
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Overview: Three Calling Models

Lowest per-minute
rates

Monthly cost $12-25/user Variable by carrier

Infrastructure Session Border
None None
heeded Controller

Technical

. Medium High
complexity

IT expertise

. Minimal Low-Medium Significant
required

Small-medium Mid-market .
Best for : - Large enterprises
businesses organizations

Microsoft-approved = Any SIP trunk

Carrier flexibility Microsoft only . ,
carriers provider

Implementation
time
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Microsoft Calling Plans: Fully Managed Solution

What is Microsoft Calling Plan?

Microsoft Calling Plans are Microsoft's native PSTN connectivity solution, providing

a fully managed calling service with predictable monthly per-user pricing and
included minute allocations.

e B L
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Microsoft Calling Plans Pricing

e Cost: ~$12/user/month e Cost: ~$25/user/month
¢ |ncluded minutes: 3,000 minutes ¢ |ncluded minutes: 3,000
per user per month (US and domestic minutes +
Canada) international calling to 196+
e Overage charges: $0.01-0.02 per countries
minute after included minutes e Variable international rates:
exhausted Depends on destination country
e Phone numbers: Included— e Best for: Organizations with
Microsoft provides and regular international calling
manages DIDs needs

e No monthly subscription: Pay
only for usage

e Per-minute charges: Varies by
destination (typically $0.01-0.02
for domestic)

e Requires pre-funding: Must
purchase Communication
Credits in advance

e Best for: Organizations with
minimal or unpredictable
calling volumes

e
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Microsoft Calling Plans Advantages

Simplicity: Fully managed by Microsoft—no additional infrastructure or carrier
relationships required

Predictable pricing: Fixed monthly cost per user with included minute allocations

Fast deployment: Can be enabled in days once Teams Phone licenses are in
place

Microsoft support: Single vendor for all Teams Phone issues including calling
problems

Geographic coverage: Available in 40+ countries and regions

Microsoft Calling Plans Disadvantages

Higher per-minute costs: Generally more expensive than Direct Routing or
competitive carriers

Overage charges: Organizations with high call volumes frequently exceed
included minutes, resulting in unexpected overage bills

Limited availability: Not available in all countries where Teams Phone is supported

No carrier choice: Must use Microsoft's PSTN provider—no flexibility for competitive
pricing

Minute-based limitations: Users must monitor usage to avoid overages,
particularly problematic for sales or support teams
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Microsoft Calling Plans: When to Use

Not recommended for
organizations that:

Best for
organizations that:

Have 50-200 users with
predictable calling patterns

Have high-volume calling
requirements (>3,000
minutes/user/month)
Value simplicity over cost
optimization Need international calling
flexibility with competitive
Lack internal IT expertise for rates

voice infrastructure

Want carrier choice and

Need fast deployment
without complex
configuration

Can accurately forecast
calling volumes to avoid
overages

Are willing to pay premium
pricing for managed
convenience
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competitive pricing
Have unpredictable or
seasonal calling volume
spikes

Are cost-sensitive and need

to minimize per-minute
charges




Operator Connect: Carrier-Provided
Connectivity

What is Operator Connect?

Operator Connect is Microsoft's model that allows organizations to use Microsoft-
approved telecommunications carriers for PSTN connectivity while maintaining
integration with Teams Phone. It represents a middle ground between Microsoft
Calling Plans and Direct Routing.

o
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How Operator Connect Works

¢ Microsoft-approved carriers provide PSTN connectivity directly to Teams
Phone

e No Session Border Controller required—carrier manages connectivity
infrastructure

¢ Direct integration with Microsoft Teams Admin Center for unified
management

e Carrier selection from Microsoft's approved Operator Connect partner list

e Variable pricing models based on chosen carrier and service tier

Operator Connect Pricing

Pricing varies significantly by carrier and region, typically including:

e Per-user monthly fees: $8-20/user/month depending on carrier and features

e Per-minute charges: Often lower than Microsoft Calling Plans ($0.005-
0.015/minute domestic)

e Phone number fees: $1-3/number/month for DIDs

¢ International calling: Variable rates by destination, often more competitive
than Microsoft

According to SHI's analysis, over 20 million PSTN users now leverage Operator
Connect or Direct Routing as alternatives to Microsoft Calling Plans.
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Operator Connect
Disadvantages

e Lower costs: Typically 20-40%
less expensive than Microsoft
Calling Plans for equivalent
usage

¢ No infrastructure required:
Unlike Direct Routing, no
Session Border Controller
needed

e Carrier flexibility: Choose from
multiple Microsoft-approved
carriers based on pricing and
service

e Competitive international rates:
Carriers often offer better
international calling pricing

e Simplified management:
Integrated into Teams Admin
Center—less complex than
Direct Routing

e Geographic availability: Often
available in countries where
Microsoft Calling Plans are not
offered
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Carrier relationship
management: Requires
managing a separate vendor
relationship beyond Microsoft

Variable pricing complexity:
Different carriers have different
pricing models, making
comparison difficult

Limited carrier options: Only
Microsoft-approved Operator
Connect partners are
supported

Potential service
discrepancies: Voice quality
and support may vary by
carrier

Contract terms: May require
Minimum commitments or
longer-term contracts

Less unified support: Voice
issues may require
coordination between
Microsoft and carrier




Operator Connect: When to Use

Best for
organizations that:

Have 100-500 users with
moderate to high calling
volumes

Want lower per-minute costs
than Microsoft Calling Plans

Prefer avoiding Direct Routing
infrastructure complexity

Are comfortable managing a
separate carrier relationship

Need geographic coverage
beyond Microsoft Calling
Plans availability

Have IT teams that can
coordinate between
Microsoft and carrier support
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Not recommended for
organizations that:

Require maximum simplicity
with single-vendor support

Have very small user bases
(<50 users) where cost
savings are minimal

Need extensive
customization or advanced
call routing (use Direct
Routing)

Prefer not to manage
multiple vendor relationships




Direct Routing: Maximum Flexibility and
Control

What is Direct Routing?

Direct Routing allows organizations to connect Teams Phone to the PSTN using
their own SIP (Session Initiation Protocol) trunk provider and Session Border
Controller (SBC) infrastructure. This model provides maximum flexibility, lowest
per-minute costs, and complete control over voice routing.

How Direct Routing Works

Session Border Controller (SBC):

 Organization deploys Session Border Controller (SBC)—physical or virtual
appliance

e SBC connects to SIP trunk provider—organization's choice of any SIP provider

e SBC connects to Microsoft Teams Phone—establishes secure connection to
Microsoft 365

e Voice traffic routes through SBC—all calls flow through organization-
managed infrastructure

e Organization manages configuration—full control over call routing,
emergency services, and voice policies
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Direct Routing Infrastructure Requirements

Session Border Controller (SBC):

Physical appliances: $2,000-$15,000 depending on capacity and features
Virtual appliances: License costs $500-$5,000 plus compute infrastructure
Certified vendors: AudioCodes, Ribbon, Oracle, Cisco, TE-SYSTEMS, others
Capacity planning: Size based on concurrent call volume and redundancy
requirements

SIP Trunk Provider:

Per-minute charges: $0.003-0.010/minute for domestic calling (significantly
lower than Microsoft)

Monthly port charges: $5-25/month per SIP trunk channel

Phone number fees: $1-2/number/month for DIDs

International calling: Highly competitive rates, often 50-70% less than
Microsoft

IT Expertise Requirements:

(3 PanTerra

SIP/VolP engineering knowledge: Understanding SIP protocol, codecs, QoS
Microsoft Teams Phone expertise: Teams Admin Center, voice routing policies,
emergency calling

Network administration: Firewall configuration, port forwarding, network
segmentation

Ongoing management: Troubleshooting call quality, managing SBC firmware,
monitoring capacity




Direct Routing Cost Analysis

e Session Border Controller:
$5,000-8,000

e Professional
services/implementation:
$5,000-10,000

e Total initial investment: $10,000-
18,000

e Microsoft Calling Plans: $12/user
x 100 = $1,200/month

e Direct Routing: $1,100-
1,400/month

e Monthly savings: Minimal to
none for 100 users
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SIP trunk provider:
$0.005/minute x 150,000
minutes = $750/month

Phone numbers: 100 DIDs x $1.50
= $150/month

SBC maintenance/support:
$200-500/month

Total monthly: $1,100-1,400 (~$11-
14/user/month)

Direct Routing: ~$8-
10/user/month

Microsoft Calling Plans:
$12/user/month

Monthly savings: $1,000-2,000
(breakeven on initial investment
in 10-15 months)




Direct Routing Advantages

Lowest per-minute costs: SIP trunk rates are typically 50-70% less than
Microsoft Calling Plans

Complete carrier flexibility: Use any SIP trunk provider—switch providers easily
if needed

Advanced call routing: Custom call flows, time-based routing, geographic
routing, disaster recovery routing

International flexibility: Choose best rates for specific international
destinations

Integration with existing infrastructure: Leverage existing SBC investments or
integrate with on-premises PBX during migration

Regulatory compliance: Full control over call recording, retention, and
emergency services for regulated industries

No minute limitations: Unlimited calling capacity—no per-user minute
allocations or overage charges
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Direct Routing Disadvantages

a

High technical complexity: Requires specialized VoIP/SIP expertise not present
in most IT teams

Significant initial investment: $10,000-18,000+ for infrastructure before
handling first call

Ongoing management burden: SBC maintenance, firmware updates,
capacity monitoring, troubleshooting

Longer implementation time: 4-8 weeks typical for deployment vs days for
Microsoft Calling Plans

Support complexity: Issues may require coordination between Microsoft, SBC
vendor, and SIP provider

Single point of failure: SBC failure can disable all calling—requires redundancy
planning

Call quality responsibility: Organization responsible for troubleshooting and
optimizing voice quality

) PanTerra




Operator Connect: When to Use

Best for
organizations that:

Have 500+ users where cost
savings justify infrastructure
investment

Have internal IT team with
VolIP/SIP expertise

Need advanced call routing or
custom voice workflows

Require regulatory compliance
with specific call recording or
retention requirements

Want complete control over
carrier selection and pricing

Are migrating from on-
premises PBX and want to
leverage existing infrastructure

Have distributed international
offices requiring optimal
routing by geography

(\) PanTerra

Not recommended for
organizations that:

Have small user bases (<300
users) where cost savings
don' justify complexity

Lack internal VolP expertise
and don't want to hire
managed service provider

Need rapid deployment
(days not months)

Prefer outsourced
infrastructure management

Want single-vendor support
model




The Critical Dependency All Models Share

When Microsoft Teams experiences a service outage, phone service becomes

completely unavailable.

This includes:

Inbound calls cannot reach your organization
Outbound calls cannot be placed

Auto attendants stop functioning

Call queues become inaccessible

Voicemail cannot be accessed

Emergency calling may be impaired

Why this matters:

Microsoft Calling Plans: Your monthly payment provides no protection against
Teams outages

e Operator Connect: Your carrier infrastructure remains operational, but calls

cannot route through Teams

¢ Direct Routing: Your expensive SBC and SIP trunk infrastructure remains

functional, but calls cannot connect because Teams Phone is unavailable

No amount of infrastructure investment, carrier redundancy, or Direct Routing

configuration can protect against Microsoft Teams service disruptions. This
represents a single point of failure that extends beyond the calling model choice.

Organizations evaluating Teams Phone must understand this architectural
dependency and assess whether their business can tolerate phone system
downtime during Teams outages. For businesses where phone availability
directly impacts revenue, customer service, or compliance, this limitation

represents material operational risk.
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Calling Model Decision Framework

Use Microsoft Calling Plans if:

e Simplicity is more important than cost optimization
e Users are <200 with predictable calling patterns

Fast deployment is critical

Internal IT team has no VolIP expertise

Single-vendor support is highly valued

Use Operator Connect if:

e Cost savings of 20-40% justify managing carrier relationship
e Users are 100-500 with moderate to high calling volumes

Want to avoid Direct Routing complexity

Microsoft Calling Plans not available in your region

International calling is significant cost factor

Use Direct Routing if:

e Users are 500+ and cost optimization justifies infrastructure investment
e Internal IT team has VolIP/SIP expertise

¢ Need advanced call routing or custom workflows

e Regulatory compliance requires specific call handling

e Complete carrier flexibility is required

e Migrating from on-premises PBX with existing infrastructure
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Evaluate alternatives like
PanTerra Streams.Al if:

e Business continuity during Teams outages is critical
e Want to avoid multi-layered licensing complexity

o Prefer predictable all-inclusive pricing

e Need SMS/MMS and fax alongside voice

e Want simplified administration

e
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Hidden Costs of Microsoft

Teams Phone System

Microsoft Teams Phone System advertised pricing—typically presented as
"$8/user/month” or "included with E5"—significantly understates the true cost of
deployment and operation. Organizations consistently discover hidden costs
during implementation that can increase total expenses by 30-50% beyond initial
estimates.

Understanding these hidden costs before deployment is critical for accurate
budgeting and avoiding unexpected financial surprises.
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Category 1: Resource Account Licenses

What are resource accounts?

Resource accounts are special licenses required for automated call handling
features including auto attendants and call queues. These are NOT included in
Teams Phone Standard or Microsoft 365 E5 licensing.

When required:

e Each auto attendant instance requires one resource account license
e Each call queue requires one resource account license
e Organizations typically deploy 3-5 auto attendants and 2-4 call queues

Typical deployment example:

e Main company auto attendant: $5/month
e Sales department call queue: $5/month

e Support department call queue: $5/month
e After-hours auto attendant: $5/month

e Billing/accounting call queue: $5/month

e Total hidden cost: $25/month

Why this matters:

Small and medium businesses often assume auto attendants are "included” with Teams Phone, discovering
the additional licensing requirement only after deployment begins. For organizations requiring multiple
departments, divisions, or time-based routing, resource account costs can exceed $40-60/month.
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Category 2: Number Porting and
Provisioning Fees

Number porting fees:

Charges to transfer existing phone numbers to Microsoft Teams Phone or your
chosen carrier

Typical costs:

e Standard number porting: $1-3 per number

e Toll-free number porting: $5-15 per number

¢ International number porting: $10-25 per number

e Porting rejection fees: $25-50 per number if port fails due to incorrect

information
Example costs: Additional number-
related costs:
¢ 100 standard business numbers
@ $2 each: $200 e Toll-free number monthly rental:
e 5 toll-free numbers @ $10 each: $5—]5/month per toll-free
$50 number
e 10 rejected ports @ $30 each: ° anity number fees: $25-

$300 100/month for premium or
¢ Total porting cost: $550 memorable numbers

e Number reservation fees: Some

Why this matters: carriers charge to hold numbers

Organizations with dozens or hundreds of phone numbers face
substantial one-time migration costs that are rarely included in .
TCO calculations. Toll-free numbers represent ongoing monthly e International number fees: $5-

expenses that persist indefinitely. 20/month per international DID

during deployment
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Category 3: Hardware Expenses

Teams-certified desk phones:

Not all organizations can rely solely on desktop/mobile softphones—many require
physical desk phones for reception areas, shared spaces, conference rooms, and
user preference.

Desk phone pricing (Teams-certified devices):

e Entry-level phones: $150-200 (Yealink T53W, Poly Trio C60)

e Mid-range phones: $200-300 (Yealink T54W, Poly CCX 400)

e Executive phones: $300-400 (Yealink T58W, Poly CCX 600)

e Conference room devices: $400-1,200 (Poly Studio, Yealink CP960)

Deployment example (50% desk
phone adoption in 100-user org):

40 standard desk phones @ $200: $8,000
10 executive phones @ $300: $3,000

3 conference room devices @ $800: $2,400
Total hardware investment: $13,400

Amortization (36-month lifecycle):

e Monthly hardware cost: $372/month
e Per-user hardware cost: $3.72/user/month
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Additional hardware considerations:

e Headsets: $50-200 per user for call center or heavy phone users

e USB adapters: $20-50 for better audio quality on softphone users

e Network upgrades: Some organizations discover network infrastructure
insufficient for VolP quality

e Power over Ethernet (PoE) switches: Required for desk phones, $500-2,000 per
switch

Replacement and expansion:

e Devices fail and require replacement (typical 3-5 year lifecycle)
¢ New hires require phone provisioning
e Hardware costs are recurring, not one-time

Why this matters:

Hardware costs can add $5-10/user/month to TCO when amortized, but are
frequently omitted from "apples-to-apples” comparisons that focus only on
licensing.
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Category 4: IT Administration and
Management Time

Microsoft Teams Phone requires ongoing administrative effort that
organizations consistently underestimate. Unlike managed UCaas solutions
where the provider handles system administration, Teams Phone places this
burden on internal IT teams.

Typical monthly IT administration tasks:

e User provisioning and deprovisioning (licenses, phone numbers, policies)

e Troubleshooting call quality issues (codec problems, network issues, device
configuration)

e Managing auto attendants and call queues (routing changes, holiday
schedules)

¢ Voicemail configuration and troubleshooting

e Emergency calling location updates

e Calling policy management

e Security and compliance configuration

e Device firmware updates and troubleshooting

e Ticket resolution for end-user calling issues

(\) PanTerra




Estimated monthly time requirements:

e Small organizations (25-50 users): 5-10 hours/month
e Mid-market organizations (100-300 users): 10-20 hours/month
e Enterprise organizations (500+ users): 20-40 hours/month

Cost calculation (100-user organization):

e 15 hours/month x $75/hour (blended IT labor rate) = $1,125/month
e Per-user administration cost: $11.25/user/month

Why this matters:

Most TCO analyses completely ignore IT labor costs. For a 100-user
organization, administrative overhead can add $11-15/user/month to the true
cost—more than the Teams Phone Standard license itself.

Administrative complexity factors:

e Multiple admin portals: Teams Admin Center, Azure Portal, Microsoft 365
Admin Center, carrier portals

e Troubleshooting complexity: Voice issues require specialized VolP knowledge

¢ Integration management: Connecting Teams Phone with other business

systems
e Compliance requirements: Call recording, retention policies for regulated

industries
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Category 5: Training and Adoption Costs

Teams Phone requires training for both IT administrators and end users to
ensure successful adoption and minimize support burden.

e
-

1

IT team training costs:

e Microsoft Teams Phone administration: $1,500-3,000 per admin (courses,
certifications)

e Voice routing and troubleshooting: $2,000-4,000 per admin (specialized VolP
training)

e Direct Routing (if applicable): $3,000-5,000 per admin (SBC configuration, SIP
trunking)
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End-user training:

e Instructor-led training sessions: $2,000-5,000 for organization-wide rollout

e Training materials development: $1,000-3,000 (documentation, videos, quick
reference guides)

e Per-user training time: 1-2 hours x 100 users x $50/hour (productivity cost) =
$5,000-10,000

Total training investment example
(100-user organization):

IT admin training (2 admins): $6,000
End-user training materials and sessions: $7,000

Productivity loss during training: $7,500
Total training cost: $20,500

Ongoing training needs:

e New hire onboarding (continuous)
e Feature updates and changes (quarterly)
¢ Refresher training for infrequent users

Why this matters:

Organizations that skip structured training experience significantly higher
support ticket volume, lower user adoption, and greater administrative
burden post-deployment. Poor adoption can undermine the entire business
case for Teams Phone migration.
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Category 6: Service Outage Impact and
Business Continuity Costs

Microsoft Teams experiences recurring service disruptions, and when Teams is
unavailable, Microsoft Teams Phone stops functioning entirely. The business
impact of these outages represents a hidden cost rarely included in TCO
calculations.

Direct costs of Teams Phone outages:

e Lost productivity: Employees unable to communicate with customers,
partners, or colleagues

e Missed sales opportunities: Inbound sales calls go unanswered

e Customer service degradation: Support teams unable to assist customers

e Compliance violations: Regulated industries with required communication
availability

e Emergency calling concerns: EQ11 may be impaired during outages

Cost calculation example:

e 4 hours of outage per year (conservative estimate based on historical Teams
reliability)

e 100-user organization with average fully-loaded employee cost of $75/hour

e 50% productivity impact during outage (employees idle or unable to complete
work)

e Productivity cost: 4 hours x 100 users x $75/hour x 50% = $15,000/year
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Additional outage-related costs:

¢ |T staff overtime: Troubleshooting and managing outage response

e Emergency workarounds: Setting up temporary solutions (forwarding to cell
phones, external conferencing)

e Customer notification: Communicating with customers about service disruption

e Reputation damage: Customer perception of unreliable communications

Why this matters:

For organizations where phone availability directly impacts revenue or
compliance, even brief outages can cost thousands to tens of thousands of
dollars. These costs are ongoing (annual) but are never included in
Microsoft's advertised TCO.

No amount of infrastructure investment protects against Teams outages:

Direct Routing with expensive SBCs, premium Microsoft Calling Plans, or Operator
Connect all fail when Teams itself is unavailable because the entire phone
system architecture depends on Teams service availability.
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Category 7: Opportunity Costs and
Feature Limitations

Microsoft Teams Phone lacks certain features that organizations may need,
requiring separate solutions that increase complexity and cost.

Missing or limited capabilities:

Business SMS/MMS limitations:

e Teams supports limited SMS functionality but with significant restrictions

e No MMS (multimedia messaging) support

e Cannot use same number for voice and SMS reliably

e Requires separate SMS solutions: $15-30/user/month for platforms like
Zipwhip, SimpleTexting, or dedicated SMS providers

No fax capabilities:

e Fax transmission not supported in Teams Phone
¢ Healthcare, legal, financial services often require fax

e Requires separate fax solutions: $10-20/user/month for eFax, RingCentral Fax, or
similar

Limited call recording:

e Basic call recording available but limited functionality

e Compliance-grade recording requires third-party solutions: $10-25/user/month
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Advanced contact center features:

e Teams Phone lacks sophisticated call center capabilities
e Requires integration with platforms like Five9, Genesys, or NICE: $75-
150/user/month

Cost impact example (100-user organization needing SMS
and fax):

e Business SMS solution: $20/user x 50 users = $1,000/month
e Fax solution: $15/user x 25 users = $375/month
e Additional monthly cost: $1,375 (~$13.75/user/month)

Why this matters:

Organizations discover feature gaps after committing to Teams Phone,
forcing bolt-on solutions that increase complexity, vendor management
burden, and total cost. Users must toggle between multiple applications
instead of unified interface.
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Total Hidden Costs: Real-World Example

Cost Category Monthly Cost Annual Cost

Resource account licenses
Toll-free number rental
Hardware (amortized)

IT administration

Outage productivity impact

SMS/Fax solutions

Training (amortized over 3
years)

Total hidden costs

Per-user hidden costs

e
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$35
$45
$372
$1,125
$1,250

$1,375

$570

$4,772/month

$47.72/user/month

$420
$540
$4,464
$13,500
$15,000

$16,500
$6,840

$57,264/year

$572.64/user/year




Total Cost of Ownership comparison:

Advertised pricing:

e Microsoft 365 E3: $36/user

e Teams Phone Standard: $8/user

e Microsoft Calling Plan: $12/user

e "Advertised" total: $56/user/month

Actual total cost including hidden costs:

e Advertised licenses: $56/user
e Hidden costs: $47.72/user
e Real TCO: $103.72/user/month

Organizations consistently underestimate Teams Phone TCO by 30-50% by
focusing solely on license pricing and ignoring operational, infrastructure, and
productivity costs.
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Total Cost of Ownership (TCO)
for Microsoft Teams Phone

Total Cost of Ownership (TCO) for Microsoft Teams Phone System includes all
direct and indirect costs associated with deploying and operating the phone
system over time. Accurate TCO analysis is essential for comparing Teams Phone
to alternative solutions and making informed budgeting decisions.

e
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TCO Framework: What to Include

A comprehensive TCO analysis must include:

e Microsoft 365 base licensing costs

e Teams Phone Standard licensing (unless using E5)

e Calling connectivity costs (Microsoft Calling Plans, Operator Connect, or Direct
Routing)

e Resource account licenses for auto attendants and call queues

e Number porting and provisioning fees (one-time)

e Hardware costs (amortized over device Iifec:ycle)

e IT administration time (ongoing monthly labor)

e Training and adoption costs (one-time and ongoing)

e Service outage impact (productivity loss, business continuity costs)

e Feature gap solutions (SMS, fax, advanced features requiring third-party
tools)

Simple TCO Formula
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TCO Calculation Examples by Organization Size

Licensing and calling:

Microsoft 365 E3: $36/user
Teams Phone Standard: $8/user

Microsoft Calling Plan (domestic): $12/user
Subtotal: $56/user/month

Additional costs:

e Resource accounts (4): $20/month = $0.40/user

e Toll-free rental (2): $20/month = $0.40/user

e Hardware (25 phones @ $200, amortized 36 months): $139/month =
$2.78/user

e IT administration (8 hrs @ $75/hr): $600/month = $12/user

e Training (amortized): $4,167 + 36 months = $116/month = $2.32/user

e Outage impact: $625/month = $12.50/user

e SMS solution (20 users): $400/month = $8/user

e Additional costs subtotal: $38.40/user/month

Total TCO:
$94.40/user/month

Annual TCO:
$56,640 for 50 users
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Licensing and calling:

Microsoft 365 E3: $36/user
Teams Phone Standard: $8/user

Microsoft Calling Plan (domestic): $12/user
Subtotal: $56/user/month

Additional costs:

e Resource accounts (7): $35/month = $0.18/user

e Toll-free rental (4): $40/month = $0.20/user

e Hardware (120 phones @ $200, amortized): $667/month = $3.34/user

e IT administration (18 hrs @ $75/hr): $1,350/month = $6.75/user

e Training (amortized): $25,000 + 36 months = $695/month = $3.48/user
e Outage impact: $2,500/month = $12.50/user

e SMS solution (80 users): $1,600/month = $8/user

e Additional costs subtotal: $34.45/user/month

Total TCO:
$90.45/user/month

Annual TCO:
$217,080 for 200 users
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Licensing and calling:

e Microsoft 365 E3: $36/user

e Teams Phone Standard: $8/user

e Direct Routing (SIP trunk @ $0.005/min, 500K min/mo): $2,500/month =
$2.50/user

e Subtotal: $46.50/user/month

Additional costs:

e Resource accounts (12): $60/month = $0.06/user

e Toll-free rental (10): $100/month = $0.10/user

e Hardware (600 phones @ $250, amortized): $4,167/month = $4.17/user

e SBC infrastructure ($12K, amortized): $333/month = $0.33/user

e IT administration (40 hrs @ $75/hr): $3,000/month = $3/user

e Training (amortized): $75,000 + 36 months = $2,083/month = $2.08/user
e Outage impact: $12,500/month = $12.50/user

e SMS solution (300 users): $6,000/month = $6/user

e Additional costs subtotal: $28.24/user/month

Total TCO:
$74.74[user/month

Annual TCO:
$896,880 for 1,000 users
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TCO Insights by Organization Size

Key findings:

e Small organizations (25-50 users): Highest per-user TCO ($90-
110/user/month) due to limited economies of scale and higher administrative
overhead per user

e Mid-market organizations (100-300 users): Moderate per-user TCO ($75-
95/user/month) with improving efficiency ratios

e Enterprise organizations (500+ users): Lowest per-user TCO ($65-
80/user/month) when using Direct Routing and achieving administrative
efficiency
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TCO Comparison: Microsoft Teams Phone vs
PanTerra Streams.Al

Microsoft Teams Phone TCO:

e Microsoft 365 E3: $36/user = $3,600/month

e Teams Phone Standard: $8/user = $800/month
e Microsoft Calling Plan: $12/user = $1,200/month
e Resource accounts (5): $25/month

e Hardware (amortized): $555/month

e IT administration (15 hrs @ $75/hr): $1,125/month
e Hidden/operational costs: $1,200/month

e Total: $8,505/month = $85.05/user/month

PanTerra Streams.Al TCO:

e Using Microsoft Calling Plans with high call volumes (frequent overage
charges)

e Deploying numerous auto attendants and call queues (resource account
license accumulation)

e High desk phone adoption rates (significant hardware investment)

e Limited internal IT expertise (longer troubleshooting times, potential
consultant costs)

e Requiring features not included (SMS, fax, advanced call center requiring
third-party solutions)

e Experiencing frequent service disruptions (productivity loss, workaround
costs)

e Operating in multiple countries (international calling premiums, number
rental fees)
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Factors That Reduce Teams Phone TCO

|
Organizations experience lower-than-average TCO when:

e Already using Microsoft 365 E5 for other purposes (Teams Phone Standard
included)

e Implementing Direct Routing with high call volumes (500+ users, low per-
minute rates)

e Heavy reliance on softphone clients (minimizes hardware investment)

e Strong internal IT expertise (efficient administration, faster troubleshooting)

e Predictable calling patterns within included minutes (no overage charges)

e Minimal auto attendant/call queue requirements (fewer resource accounts)

TCO Analysis Best Practices

To accurately calculate Teams Phone TCO:

e Use a 3-year analysis period to capture initial costs, recurring expenses, and
lifecycle replacements

¢ Include IT labor costs at fully-loaded hourly rates, not just direct salary

e Amortize one-time costs (hardware, training, implementotion) across their
useful life

e Account for growth by modeling user additions and scaling costs

¢ Include productivity impact of outages based on your organization's
revenue/employee value

e Factor in feature gaps and costs of third-party solutions for missing
capabilities

¢ Use realistic calling volume estimates including seasonal variations and
growth

¢ Account for administrative burden honestly—don't assume administrators
have unlimited capacity
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When Teams Phone TCO Makes Sense

Teams Phone delivers acceptable TCO when:

¢ Microsoft 365 E5 already deployed for compliance, security, or analytics
features

e Organization has <200 users with predictable calling patterns

¢ Internal IT team has capacity and expertise for voice administration

e Feature requirements align with native Teams Phone capabilities

e Business can tolerate occasional service disruptions

e Users primarily work from desktops with softphone clients

When Teams Phone TCO Becomes Problematic

L
Teams Phone TCO often exceeds expectations when:

e Organizations use lower-tier Microsoft 365 licensing and must add Teams
Phone Standard + Calling Plan

e Call volumes are unpredictable or high, triggering frequent overage charges

e Multiple departments require separate auto attendants and call queues

e Hardware requirements are significant (reception, shared spaces, user
preference)

e |T team lacks VolIP expertise, increasing troubleshooting time

e Organization requires SMS/MMS, fax, or other features not included

e Phone system availability is critical and service disruptions are costly
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TCO Summary: Key Takeaways

Actual TCO is 30-50% higher than advertised licensing costs across all
organization sizes

Hidden costs are substantial: Resource accounts, hardware, IT administration,
training, outage impact

Small organizations pay highest per-user TCO due to limited scale benefits
Enterprise organizations using Direct Routing achieve lowest per-user TCO but
require infrastructure investment and expertise

Alternative solutions like Streams.Al can reduce TCO by 40-55% while
providing business continuity and additional features

Accurate TCO analysis requires including operational costs, not just licensing
fees
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Microsoft Teams Phone

Limitations and Business
Continuity Risks

Beyond cost considerations, Microsoft Teams Phone has architectural
limitations that materially impact business continuity, feature availability, and
operational flexibility. Understanding these limitations before deployment is
critical for organizations where communications reliability directly affects
revenue, customer service, or compliance.
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Critical Limitation: Complete Dependency on
Microsoft Teams Service Availability

What this means:

Microsoft Teams Phone operates entirely within Microsoft Teams infrastructure
The PBX (phone system) functionality is part of the Teams service

Call routing, auto attendants, call queues, and voicemail all depend on Teams
being operational

When Microsoft Teams experiences a service disruption, the entire phone
system becomes unavailable

What stops working during Teams outages:

Inbound calls: Cannot reach your organization—callers receive error
messages or busy signals

Outbound calls: Users cannot place calls to external numbers

Auto attendants: Automated call routing stops functioning

Call queues: Calls cannot be distributed to agent groups

Voicemail: Cannot access or receive voicemail messages

Call forwarding: Automatic forwarding rules may not execute
Emergency calling (E911): May be impaired or unavailable

Internal calling: Even calls between internal users may fail
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This limitation affects ALL calling models equally:

e Microsoft Calling Plans: Your PSTN connectivity remains operational, but
Teams cannot route calls
e Operator Connect: Your carrier infrastructure is functional, but Teams cannot

process calls
e Direct Routing: Your expensive Session Border Controller and SIP trunk remain
available, but Teams cannot connect calls

15
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Historical Context: Microsoft Teams Reliability

Microsoft Teams has experienced multiple significant service disruptions
affecting communications functionality:

Recent outage examples:

e July 2024: Multi-hour outage affecting Teams calling and messaging globally

e January 2024: Widespread disruption impacting Teams Phone functionality

¢ Multiple incidents annually: Teams experiences regular service disruptions of
varying severity and duration

Organizations report:

¢ 4-8 hours of annual downtime on average (conservative estimate)

e Unpredictable outage timing: No advance warning of service disruptions

e Variable recovery times: Some outages resolve in minutes, others persist for
hours

¢ Limited communication during outages: Microsoft status updates often lag
actual issues
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Business Impact of Teams Phone Outages

The business impact of phone system unavailability during Teams outages varies
by organization type:

Customer service organizations:

Inbound customer calls go unanswered

Support tickets accumulate without resolution
Customer satisfaction scores decline

Reputation damage from unreachable support

Sales-driven organizations:

Inbound sales calls cannot be answered

Outbound prospecting and follow-up impossible

Revenue opportunities lost during outage window

Sales metrics and quotas impacted

Regulated industries (healthcare, financial services):

Compliance violations: Required communication availability not maintained

Patient/client safety concerns: Emergency contacts may be unreachable

Regulatory reporting requirements: Must document and explain outages

Potential fines or sanctions: Non-compliance penalties
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Time-sensitive businesses (legal, logistics, emergency services):

Critical communications delayed or impossible
Operational decisions cannot be made without phone contact
Client deadlines at risk due to inability to communicate

Safety implications for time-critical decisions

General businesses:

¢ Productivity loss: Employees unable to communicate with customers,
partners, suppliers

e Emergency workarounds: IT staff scrambling to implement temporary
solutions

e Customer perception: "Why can't | reach you?" damages professional image

e Competitive disadvantage: Competitors with reliable phone systems gain
advantage
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Cost of Teams Phone Outages

Calculating outage cost:

. Method 1: Productivity-based calculation — N

e Average fully-loaded employee cost: $75/hour
e 100 employees x 50% productivity impact x 4 hours/year = 200

lost hours
e 200 hours x $75/hour = $15,000/year in lost productivity
g J
’ Method 2: Revenue-based calculation —— N\

(sales organization)

e Average revenue per employee: $500,000/year

e Revenue per hour: $500,000 + 2,000 hours = $250/hour

e 20 sales employees x 4 hours outage x 25% revenue impact =
20 lost revenue-hours

e 20 hours x $250/hour = $5,000 direct revenue impact per
outage

g J

, Method 3: Customer service impact N
(support organization)

Missed customer calls during 4-hour outage: 200 calls

Average customer lifetime value: $5,000

Customer churn rate increase: 2% (4 customers lost)
4 customers x $5,000 = $20,000 customer lifetime value impact
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No Failover Options with Teams Phone

Unlike traditional phone systems or alternative solutions, Microsoft Teams Phone
provides no automatic failover or business continuity options:

What doesn't work as failover:

e Direct Routing: Your SBC cannot reroute calls when Teams is unavailable—it
only handles PSTN connectivity, not phone system logic

e Redundant carriers: Multiple carriers or Operator Connect providers don't help
—the failure point is Teams, not PSTN

¢ Microsoft Calling Plans: Premium calling plans provide no additional reliability
—they depend on Teams availability

e Geographic redundancy: Microsoft Teams is a global service—outages
typically affect multiple regions

e Premium licensing: Microsoft 365 E5 or advanced licensing tiers don't include
enhanced availability

Manual workarounds These workarounds are:
during outages:

e Forward calls to employee cell ¢ Not automatic: Require IT intervention
phones (requires manual during outage
configuration during outage) e Incomplete: Many phone system
e Set up external conference bridge features unavailable
for team communications e Unprofessional: Customers calling
e Use personal phones for customer published numbers reach errors
calls (unprofessional, no call e Non-compliant: May violate call
recording or compliance) recording, retention, or documentation
e Wait for Microsoft to restore service requirements
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Feature Limitations Beyond Availability

Beyond business continuity concerns, Microsoft Teams Phone has functional
limitations compared to dedicated UCaas platforms:

Microsoft Teams supports limited SMS functionality:

e No MMS support: Cannot send or receive picture messages

¢ Limited carrier support: Not all phone numbers support SMS in Teams

e Reliability issues: SMS delivery in Teams is inconsistent

e Cannot use voice number for SMS reliably: Often requires separate SMS-
enabled numbers

¢ No group messaging: Cannot send SMS to multiple recipients

¢ Limited delivery confirmation: Unclear if messages successfully delivered

Impact:

e Organizations needing business texting must implement separate SMS
solutions ($15-30/user/month)

e Users toggle between Teams for calls and separate app for texting

¢ Inefficient workflows and training burden

(\) PanTerra




Microsoft Teams Phone does not support fax transmission:

¢ No ability to send faxes through Teams interface

¢ No ability to receive faxes to Teams phone numbers

e Critical for regulated industries: Healthcare (HIPAA), legal, financial services
frequently require fax

Impact:

e Organizations requiring fax must implement separate fax solutions ($10-
20/user/month)

e Additional vendor management and user training

e Faxes not integrated with unified communications platform

Teams Phone auto attendants are traditional IVR-style systems:

e Menu-based navigation: "Press 1for sales, press 2 for support”

e No natural language understanding: Cannot handle conversational requests
e Static routing: Requires pre-configured menu trees, inflexible

e Poor caller experience: Frustrating multi-level menu navigation

 Requires resource account licenses: $5/month per auto attendant

Compared to Al-powered alternatives:

e Modern Al receptionists understand natural language
e Learn organizational structure over time

e Route intelligently based on context

e Provide conversational caller experience

e No menu navigation required
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Teams Phone call recording has limitations:

¢ Basic recording functionality available but limited

e Compliance-grade recording requires third-party solutions
e Retention policies may not meet regulatory requirements

e Search and retrieval capabilities limited

Impact for regulated industries:

e Must implement third-party compliance recording solutions ($10-
25/user/month)

e Additional cost and complexity

¢ Integration challenges between Teams and recording platform

Teams Phone user experience is desktop/mobile app focused:

Desk phones are secondary interface, not primary
Limited functionality on desk phones compared to softphone

Switching devices during calls not seamless

Inconsistent feature availability across device types
Compared to unified platforms:

e Some alternatives provide identical experience across Teams app, desktop
app, mobile app, and desk phones

e Seamless device switching mid-call

e Consistent feature set regardless of endpoint
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Administrative Complexity

Managing Microsoft Teams Phone requires navigating multiple administrative
interfaces:

Required admin portals:

¢ Microsoft Teams Admin Center: Call policies, voice routing, emergency
addresses

¢ Microsoft 365 Admin Center: User licensing, basic configuration

e Azure Active Directory: User provisioning, conditional access

e Carrier portal (if using Operator Connect or third-party): Number
management, trunk configuration

e SBC management (if using Direct Routing): Device configuration, firmware
updates

Complexity implications:

IT administrators must learn multiple interfaces

Voice troubleshooting requires coordinating across platforms

Configuration changes may require updates in multiple locations

Training burden for new IT staff

Compared to unified admin portals:

Alternative platforms provide single-pane-of-glass management

All voice, messaging, and collaboration settings in one location

Simplified troubleshooting with unified logging and diagnostics

Lower training requirements for IT staff
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Integration Limitations

While Microsoft Teams Phone integrates well with Microsoft 365 applications, it
has limited integration with non-Microsoft systems:

CRM integration challenges:

¢ Salesforce integration requires third-party solutions or custom development
¢ Limited click-to-call and screen pop functionality without add-ons

e Calllogging may require additional configuration

e Contact synchronization not automatic

Business application integration:

e ERP, ticketing, and custom applications require development or third-party
tools

e Webhook and API options available but require technical expertise

¢ Not plug-and-play like some UCaas platforms designed for integration
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International Calling and Global
Deployment Limitations

Microsoft Teams Phone has geographic limitations:
Calling Plan availability:

e Microsoft Calling Plans available in only 40+ countries
e Many regions require Direct Routing or Operator Connect
¢ International calling rates higher than specialized carriers

Number availability:

e Local number provisioning varies by country
e Some countries have regulatory restrictions
e Toll-free numbers may not be available in all regions

Emergency services:

e EQII configuration complex for international deployments
e Location services may not work reliably in all countries
e Regulatory compliance varies by region
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Summary: Understanding Teams Phone
Limitations Before Deployment

Organizations must evaluate these limitations in context of their requirements:
Teams Phone may be acceptable if:

e Business can tolerate occasional phone system downtime
e Communications are important but not revenue-critical

e SMS/MMS and fax are not required

e Basic auto attendant functionality is sufficient

e |IT team has capacity to manage multiple admin portals

e Users primarily work from desktop softphone clients

Teams Phone limitations are problematic if:

e Phone system availability directly impacts revenue or compliance
e Customer-facing operations require 24/7 phone availability

e Business requires SMS/MMS, fax, or advanced features

e |IT team is lean and needs simplified administration

e Multi-device flexibility and seamless failover are important

¢ Integration with non-Microsoft applications is critical
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Microsoft Teams
Phone Alternatives:
PanTerra Streams.Al

Organizations evaluating Microsoft Teams Phone increasingly consider
alternatives that preserve the Microsoft Teams user experience while eliminating
Teams Phone's key limitations—particularly the complete dependency on Teams
service availability, licensing complexity, and feature gaps.

PanTerra Streams.Al represents a fundamentally different architectural approach:
a complete unified communications platform that operates inside Microsoft
Teams while maintaining independent infrastructure for business continuity.
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What is PanTerra Streams.Al?

PanTerra Streams.Al is a cloud-based unified commmunications platform (UCaas)
that provides business calling, messaging, SMS/MMS, fax, and collaboration
capabilities directly within the Microsoft Teams interface—without requiring
Microsoft Teams Phone licenses, Microsoft Calling Plans, or Direct Routing
infrastructure.

e Automatic business continuity: Phone system remains operational during
Teams outages

e Multi-device failover: Seamless continuation across desktop app, mobile app,
and IP phones

e Simplified licensing: No Teams Phone Standard license or Microsoft Calling
Plan required

e Unified communications: Voice, SMS/MMS, fax in single integrated platform

e
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How Streams.Al Works Inside Microsoft Teams

User experience: Streams.Al appears as a native application within Microsoft
Teams, providing users with a familiar Teams-based interface for all
communications.

Architecture:

1.Streams.Al application installs in Microsoft Teams (available from Teams App
Store or admin-deployed)
2.Users access Streams.Al through Teams interface for calling, voicemail, SMS,
fax
3.Phone system logic runs on PanTerra infrastructure, independent of Teams
availability
4.1f Teams is unavailable, users automatically continue working through:
e Streams.Al standalone desktop application (Windows/Mac)
e Streams.Al mobile application (i0S/Android)
¢ |IP desk phones with direct SIP registration to PanTerra infrastructure

Critical distinction:

With Microsoft Teams Phone, when Teams is down, phone service is
completely unavailable. With Streams.Al, Teams downtime affects only
the Teams interface—all calling, messaging, voicemail, and phone
system functionality continues operating through alternative endpoints
without manual intervention.
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Streams.Al vs Microsoft Teams Phone:
Architecture Comparison

Aspect

PBX location

Dependency on Teams

Available endpoints

Business continuity

Licensing model

Setup complexity

Administrative
complexity
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Microsoft Teams
Phone

Inside Microsoft Teams
infrastructure

Complete—Teams down
= phone down

Teams app only
(desktop, web, mobile),
certified desk phones

None—no failover when
Teams unavailable

Microsoft 365 + Teams
Phone Standard +
Calling Plan

Moderate to high
(multiple licenses,
calling plan config)

Multiple admin portals
(Teams, M365, Azure,
carrier)

PanTerra
Streams.Al

Independent PanTerra
cloud infrastructure

Interface only—Teams
down = automatic
failover

Teams app +
standalone desktop app
+ mobile app + IP
phones

Automatic failover to
non-Teams endpoints

Microsoft 365 (any tier) +
Streams.Al license only

Low (single license, no
calling plan needed)

Single unified admin
portal




Streams.Al Key Features and Advantages

Problem with Teams Phone:
¢ When Microsoft Teams experiences an outage, organizations lose all phone
system functionality. There is no automatic failover—IT must manually
implement workarounds like forwarding to cell phones.

Streams.Al solution:

Automatic failover architecture:
e Users work in Teams interface when Teams is available
e When Teams is unavailable, users automatically maintain full functionality
through:

- Streams.Al desktop application (Windows/Mac standalone app)
- Streams.Al mobile application (i0S/Android native app)
- IP desk phones (Yealink, Poly, Cisco devices with direct SIP registration)

What continues working during Teams outages:

e Allinbound calls route normally to users

e Users make outbound calls without interruption

e Voicemail remains accessible

e Call forwarding, find-me-follow-me rules execute correctly
e Auto attendant (Luna.Al) continues operating

e Call gueues remain functional

e SMS/MMS messaging continues

e Fax transmission and reception continues
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User experience:

¢ No manual intervention required—failover is automatic

e Users simply open desktop app or use mobile app

e Calls route seamlessly to available endpoint

e No phone numbers change, no configuration needed

e When Teams returns, users continue using Teams interface

Business impact:

e Zero revenue loss during Teams outages—phone system remains operational

e No productivity impact—employees continue communicating normally

e No customer service disruption—inbound calls answered without interruption

e No compliance violations—communication availability maintained

e No emergency workarounds—IT staff not scrambling to implement manual
solutions
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Problem with Teams Phone: Multi-layered licensing creates complexity and cost—
Microsoft 365 base license + Teams Phone Standard ($8/user) + Microsoft Calling
Plan ($12-18/user) + resource account licenses ($5 each) + toll-free rental.

Streams.Al solution:

Single, predictable license:

PanTerra Streams.Al Business Plus: $14.95/user/month

Everything included: Voice calling, SMS/MMS, fax, auto attendant (Luna.Al), call
gueues, voicemail, mobile/desktop apps, IP phone support

No calling plan needed: PSTN connectivity included in license

No resource account licenses: Auto attendants and call queues included
unlimited

Works with any Microsoft 365 tier: Business Basic, Business Standard, Business
Premium, E3, ES—no requirement for higher tiers

o
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Microsoft Teams Phone:

¢ Allinbound calls route normally to users

e Users make outbound calls without interruption

e Voicemail remains accessible

e Call forwarding, find-me-follow-me rules execute correctly
e Auto attendant (Luna.Al) continues operating

e Call queues remain functional

e SMS/MMS messaging continues

e Fax transmission and reception continues

Streams.Al:

e Microsoft 365 Business Standard: $12.50/user = $1,250/month
e Streams.Al Business Plus: $14.95/user = $1,495/month
e Total licensing: $2,745/month or $27.45/user

Additional advantages:

e Predictable budgeting: Single line-item, no surprise add-on licenses

e Easier procurement: One vendor (PanTerra), one license SKU

e Simplified license management: No tracking of Teams Phone + Calling Plan +
resource accounts

¢ Flexibility for growth: Add users without worrying about license tier requirements
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Problem with Teams Phone: Managing Teams Phone requires navigating

multiple Microsoft admin portals (Teams Admin Center, Microsoft 365 Admin

Center, Azure AD portal, carrier portals for Operator Connect/Direct Routing).

Voice configuration spread across interfaces creates complexity.

Unified administrative portal:

Single-pane-of-glass management for all communication services

Intuitive interface designed specifically for unified communications (not
general-purpose Teams/M365 portal)

Comprehensive visibility: Voice, SMS/MMS, fax, call queues, auto attendant—all
in one location

Real-time analytics and reporting across all communication channels
Simplified troubleshooting with unified logging and call detail records

Microsoft Entra ID (Azure Active Directory) integration:

Automatic user provisioning: Sync users from Entra ID to Streams.Al
automatically

Single Sign-On (SSO): Users authenticate with Microsoft credentials
Group-based assignment: Apply calling policies, permissions based on Entra
ID groups

Lifecycle management: User deprovisioning removes phone access
automatically

Consistent identity management: One user directory for all services
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Administrative time savings:

¢ |IT administrators report 40-50% reduction in administrative time compared to
Teams Phone

e Faster troubleshooting: Unified logs and diagnostics vs. searching across
multiple portals

e Easier onboarding: New IT staff learn one interface instead of five

e Better visibility: Complete commmunication activity in single dashboard

Call routing and failover control:

e Granular call routing rules not dependent on Teams infrastructure availability

e Time-based routing: Business hours, after-hours, holidays—all configurable in
one place

¢ Find-me-follow-me: Ring multiple devices simultaneously, failover to mobile

e Emergency routing: Override normal routing during incidents or outages

e Geographic routing: Route calls based on caller location or user location
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Problem with Teams Phone: Auto attendants are traditional IVR-style systems
requiring callers to navigate multi-level menus ("Press 1for sales, press 2 for
support"). Creates frustrating caller experience and requires resource account
licenses ($5 each).

Whatis Luna.Al?

Luna.Al is PanTerra's Al-powered voice receptionist that understands natural
language, learns organizational structure, and provides conversational call
routing without traditional menu trees.

How Luna.Al works:

e Natural language understanding: Callers speak naturally instead of
navigating menus

(routes to accounting call queue)

e Learning capability: Luna.Al learns organizational structure, employee names,
department functions over time

e Contextual routing: Routes calls intelligently based on conversation content,
not rigid menu trees

e Conversational interaction: Engages in dialogue with callers, asks clarifying
questions if needed

e Multilingual support: Handles calls in multiple languages
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Comparison: Traditional Teams Auto Attendant vs
Luna.Al

Streams.Al Luna.Al

Menu-based (press 1,2, | Natural language

Interaction style :
3) conversation

Caller experience Frustrating navigation Conversational, intuitive

Intelligent, context-

Routing flexibility Static menu trees
aware
. None—manual Learns structure over
Learning : . ,
reconfiguration time
. : Minimal—learns
Setup complexity Manual menu design .
automatically
. . Requires resource Included with Streams.Al
Licensing )
account ($5/month) license
Learns changes
Updates Manual menu changes 9

automatically

Business impact:

¢ Improved customer experience: Callers reach correct destination faster
without menu frustration

e Reduced abandoned calls: Fewer callers hang up before reaching destination

¢ Lower administrative burden: No manual menu updates for org changes

e Professional image: Modern Al receptionist vs. dated phone tree

e Cost savings: No resource account licensing fees
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Example Luna.Al interactions:

Scenario 1: New customer

e Caller: "Hi, 'm interested in learning about your services”

e Luna.Al: "I'd be happy to help! Il connect you with our sales
team’

e Routes to sales call queue

Scenario 2: Existing customer

e Average revenue per employee: $500,000/year

e Revenue per hour: $500,000 + 2,000 hours = $250/hour

e 20 sales employees x 4 hours outage x 25% revenue impact =
20 lost revenue-hours

e 20 hours x $250/hour = $5,000 direct revenue impact per
outage

Scenario 3: Specific person

e Caller: "Can | speak with Jennifer Martinez?"
e Luna.Al: "I'll connect you with Jennifer Martinez"
e Routes to Jennifer's extension, applies find-me-follow-me rules

Scenario 4: After-hours

e Caller: "I need to reach your billing department’

e Luna.Al: "Our billing department is currently closed. Our office
hours are Monday through Friday, 8 AM to 6 PM Eastern. | can
take a message or transfer you to voicemail”

o Offers options, logs message if requested
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Problem with Teams Phone:

¢ Limited SMS capability: Teams SMS has significant restrictions, unreliable
delivery

e No MMS support: Cannot send/receive picture messages

¢ No fax capability: Fax transmission not supported

e Requires separate solutions: Organizations needing SMS/MMS and fax must
implement separate platforms ($25-40/user/month combined), forcing users
to toggle between applications

Business SMS/MMS:

e Send and receive text messages from same number used for voice calls
e MMS support: Send and receive images, PDFs, multimedia messages

e Group messaging: Text multiple recipients simultaneously

e Message threading: Organized conversation history

e Delivery confirmation: Know when messages are delivered and read

e Business hours management: Auto-reply outside business hours

e Integration with CRM: Log SMS conversations automatically (optional)

Use cases for business SMS:

e Appointment confirmations and reminders (healthcare, professional services)
e Order status updates (retail, logistics, delivery)

e Customer service follow-up (support teams, account management)

e Two-factor authentication (security, financial services)

e Marketing campaigns (promotions, announcements with opt-in)

e Internal team coordination (field service, distributed teams)
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Fax capabilities:

Send faxes directly from Streams.Al interface (uplood PDF, enter fax number,
send)

Receive faxes delivered as PDFs to user inbox

No separate fax lines required (use existing phone numbers)
HIPAA-compliant fax transmission for healthcare and regulated industries
Fax confirmation and delivery reports

Fax archive and search within platform

Use cases for business fax:

Healthcare: HIPAA-compliant patient records, prescriptions, referrals
Legal: Contracts, court documents, time-sensitive filings

Financial services: Loan documents, account applications, signatures
Real estate: Purchase agreements, disclosures, inspection reports
Government contractors: Compliance documentation, certifications

Unified experience benefits:

Single application: Voice calls, SMS/MMS, fax all in one interface (Teams app,
desktop app, mobile app)

No application switching: Users stay in one environment for all
communications

Unified history: Complete communication record with each contact
Simplified training: One platform to learn, not separate voice, SMS, and fax
tools

Cost savings: No separate SMS solution ($15-30/user/month) or fax solution
($10-20/user/month)
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Microsoft Teams Phone + separate solutions:

e Teams Phone licensing: $56/user/month

e Business SMS solution (SimpleTexting, Zipwhip): $20/user/month
e eFax or similar fax solution: $15/user/month

e Total: $91/user/month for voice + SMS + fax

Streams.Al (everything included):

e Streams.Al Business Plus: $14.95/user/month (includes voice, SMS/MMS, fax)
e Microsoft 365 Business Standard: $12.50/user/month
e Total: $27.45/user/month for voice + SMS + fax

e
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Problem with Teams Phone:

To use Teams Phone effectively, organizations typically need Microsoft 365 E3
($36/user/month) or higher. While Teams Phone Standard can technically be
added to Business Basic/Standard, the combined cost exceeds E3, and
organizations often upgrade to E3 for better value.

Compatibility:

e Microsoft 365 Business Basic ($6/user/month): Streams.Al fully functional

e Microsoft 365 Business Standard ($12.50/user/month): Streams.Al fully
functional

e Microsoft 365 Business Premium ($22/user/month): Streams.Al fully functional

e Microsoft 365 E3/E5: Streams.Al fully functional (no special requirements)

Small business (25 users) using Teams Phone:

e Microsoft 365 E3: $36/user x 25 = $900/month
e Teams Phone Standard: $8/user x 25 = $200/month
e Calling Plan: $12/user x 25 = $300/month

e Total: $1,400/month Why this matters:
e Small businesses don't need expensive
Small business (25 users) using Streams.Al: Microsoft 365 E3 for
security/complionce features
$12.50/user x 25 = $312/month maintain Basic or Standard licensing
e Streams.Al Business Plus: $14.95/user x e Microsoft 365 for collaboration,
25 = $374/month Streams.Al for communications—right-
e Total: $686/month sized licensing for each need

(\) PanTerra




When to Evaluate Streams.Al as
Alternative to Teams Phone

Organizations typically evaluate Streams.Al alongside Microsoft Teams Phone
when one or more of these conditions apply:

Business continuity is critical:

e Phone system downtime directly impacts revenue (sales, e-commerce,

reservations)
e Customer service requires 24/7 phone availability
e Compliance requirements mandate communication availability
¢ Reputation risk from unreachable phone service

Licensing complexity and cost are concerns:

e Organization wants to avoid multi-layered Teams Phone licensing (base +
Teams Phone + calling plan + resource accounts)

e Budget constraints require cost-effective solutions

e Predictable, all-inclusive pricing preferred over variable costs

Entry-level Microsoft 365 licensing preferred:

e Organization doesn't need Microsoft 365 E3/E5 security and compliance

features
e Want to maintain Business Basic or Business Standard licensing

e Prefer right-sized licensing for collaboration vs. commmunications

Administrative simplicity matters:

e |IT team is lean or has limited capacity
e Administrators prefer single admin portal over multiple Microsoft interfaces

e Want to reduce time spent on phone system management
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SMS/MMS and fax required:

e Business relies on text messaging for customer communication
¢ Healthcare, legal, financial services require fax capability
e Want unified voice + text + fax in single platform

User experience optimization:

e Prefer Al-powered voice receptionist (Luna.Al) over traditional auto

attendants
e Want to improve caller experience with conversational routing

¢ Value modern communication features over basic functionality

o
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When to Evaluate Streams.Al as
Alternative to Teams Phone

Deployment timeline:

e Planning and design: 1-2 weeks

e Number porting: 2-4 weeks (standard
porting process)

e User provisioning and training: 1-2
weeks

e Total deployment: 4-8 weeks typical

Migration from existing
phone system:

e From Teams Phone: Straightforward—
users already familiar with Teams
interface

e From traditional PBX: Training required
on Teams/Streams.Al interface

e From other UCaas: Similar concepts,

moderate training needs
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User training requirements:

e Basic users: 30-60 minutes (calling,
voicemail, basic features)

e Power users: 1-2 hours (coll queues,
forwarding, advanced features)

e Administrators: 4-8 hours (admin
portal, configuration, troubleshooting)

PanTerra support:

e Implementation planning and project
management

e Number porting coordination

e User training materials and sessions

e Ongoing technical support and
account management
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Streams.Al Pricing and Licensing

Included features:

e Unlimited voice calling ( ngl‘.lel‘-tlel‘ plans
(us/canada) available with
e Business SMS and MMS additional features:

e Fax transmission and reception

e Luna.Al voice receptionist Itz eieriel eeliing

Advanced analytics and

¢ Unlimited auto attendants and

call queues (no resource Alinsights

account fees) Enhanced call recording

e Voicemail with transcription alnel eemiplienee EEiies

e Call recording Contact center
e Find-me-follow-me, call capabilities

forwarding, call transfer CuBlienn isglrellens

¢ Microsoft Teams application

e Standalone desktop application
(Windows/Mac)

e Mobile application (i0S/Android)

e IP phone support (Yealink, Poly,
Cisco certified devices)

e Single-pane-of-glass admin Hardware (0ptlonal):

portal e IP desk phones available for purchase
e Microsoft Entra ID integration ($150-400 depending on model)
e Real-time analytics and e Not required—users can work entirely

reporting with softphone clients

e 24/7 technical support
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Streams.Al Customer Profile: Who Benefits Most

By industry:

e Healthcare: Require HIPAA-compliant fax, need business continuity for patient
communications

e Professional services: Value unified SMS/MMS for client communication, prefer
Al receptionist

e Financial services: Need reliable phone availability for customer service,
require fax for documentation

¢ Retail and e-commerce: Phone system downtime directly impacts sales
revenue

e Manufacturing and distribution: Field service coordination via SMS, need
multi-device flexibility

By size:

e Small businesses (10-50 users): Benefit from cost savings vs. Teams Phone,
simplified administration

e Mid-market (50-500 users): Value business continuity, predictable licensing,
reduced IT burden

e Distributed teams: Multi-location organizations with remote/hybrid workers

By use case:

e Sales organizations: Cannot afford phone downtime during prospecting and
deal closure

e Customer support teams: 24/7 availability requirements, SMS follow-up with
customers

¢ Field service: Technicians need mobile app, SMS coordination with customers

e Healthcare providers: Patient communication via phone/SMS/fax, HIPAA
compliance

e Professional services: Client communication, business continuity, professional
image

(\) PanTerra




Streams.Al vs Microsoft Teams Phone:

Summary

Business continuity

None—Teams down =
phone down

Licensing complexity

High—muiltiple license
types

Cost (100 users)

~$85/user/month (total

TCO)

Microsoft 365 tier
required

Typically E3 or E5

Admin portal

Multiple Microsoft portals

Auto attendant

Traditional IVR, requires

resource account
licenses

SMS/MMS

Limited, unreliable, no
MMS

Fax

Not supported

IT admin time

15-20 hours/month (100

users)

Service dependency

Complete Teams
dependency

o
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PanTerra
Streams.Al

Automatic failover to
desktop/mobile/IP
phone

Simple—single license,
all-inclusive

~$39/user/month (total
TCO)

Any tier (Basic, Standard,
Premium, E3, E5)

Single unified portal with

Entra ID integration

Luna.Al (Al-powered),
included unlimited

Full business SMS/MMS
included

Included, HIPAA-
compliant

8-10 hours/month (100
users, 40-50% reduction)

Independent
infrastructure




How to Choose Between
Microsoft Teams Phone and
Alternatives

Selecting the right business phone solution requires evaluating your
organization's specific requirements, constraints, and priorities. Use this decision
framework to assess whether Microsoft Teams Phone or an alternative like
PanTerra Streams.Al is the better fit.
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Decision Factor 1:
Business Continuity Requirements

Choose Microsoft Teams Phone if:

Phone system downtime is inconvenient but acceptable

Business can tolerate 4-8 hours of annual downtime

Revenue and operations don't depend heavily on inbound calls

Manual workarounds (forwarding to cell phones) are acceptable during
outages

Choose Streams.Al or similar alternative if:

Phone availability directly impacts revenue (sales, reservations, customer
orders)

Customer service operates 24/7 or near-24/7

Compliance requirements mandate communication availability
Reputation risk from “can’t reach you" is unacceptable

Business cannot tolerate ANY phone system downtime

Why this matters:

Business continuity is the most critical differentiator. No amount of licensing optimization, hardware

investment, or Direct Routing configuration protects Microsoft Teams Phone against Teams service

disruptions. If phone availability is essential, architectural independence from Teams is required.
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Decision Factor 2:
Current Microsoft 365 Licensing

Microsoft Teams Phone makes sense if:
¢ Already using Microsoft 365 E5 for security, compliance, or analytics features
¢ E5 licensing justified for reasons beyond Teams Phone
e Teams Phone Standard “included” with E5 provides incremental value

Streams.Al or alternative makes sense if:
¢ Using Microsoft 365 Business Basic, Business Standard, or Business Premium
e Using Microsoft 365 E3 but only for basic collaboration needs
e Don't need E5 security/compliance features
e Want to maintain lower-tier licensing for cost savings

If already using E5:
e E5 cost: $57/user (justified for other features)
e Teams Phone Standard: $0 (included with E5)
e Calling Plan: $12/user
¢ Incremental cost for Teams Phone: $12/user/month
If using Business Standard:
e Business Standard: $12.50/user
e Teams Phone option: Upgrade to E3 ($36) + Calling Plan ($12) = $48/user total
= $35.50/user incremental
e Streams.Al option: Add Streams.Al ($14.95) = $27.45/user total = $14.95/user
incremental
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Decision Factor 3:
Licensing Complexity Tolerance

Microsoft Teams Phone involves:

Microsoft 365 base license (choose correct tier)

Teams Phone Standard license (unless E5)

Calling connectivity (Calling Plan, Operator Connect, or Direct Routing)
Resource account licenses for auto attendants/call queues

Number provisioning and rental

Multi-vendor coordination if using Operator Connect or Direct Routing

Streams.Al involves:

Microsoft 365 base license (any tier)
Streams.Al license (single SKU, all-inclusive)
That's it—no calling plan, no resource accounts, no number rental

Choose Teams Phone if:

IT procurement comfortable managing multiple license types
Organization large enough to have dedicated licensing management
Volume licensing agreements simplify Microsoft relationships

Choose Streams.Al if:

Small IT team or lean procurement process
Prefer predictable, all-inclusive pricing

Want to minimize vendor relationships

Simplified budgeting important (single line-item)
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Decision Factor 4:
IT Administrative Capacity and Expertise

Microsoft Teams Phone requirements:

¢ Navigate multiple admin portals: Teams Admin Center, Microsoft 365 Admin
Center, Azure AD, carrier portals

e VoIP troubleshooting knowledge: Understanding codecs, QoS, SIP, network
configuration

e Ongoing time commitment: 10-20 hours/month for 100-300 users

e Training burden: IT staff must learn multiple Microsoft admin interfaces

Streams.Al requirements:

Single admin portal: All configuration in unified interface

Moderate technical knowledge: Less specialized VolP expertise needed
Reduced time commitment: 40-50% less administrative time

Simpler troubleshooting: Unified logging and support

Choose Teams Phone if:

IT team has Microsoft 365 expertise and capacity

Team includes members with VolP/voice networking knowledge

Organization large enough for dedicated communications administrator

Already managing complex Microsoft environments

Choose Streams.Al if:
e Lean IT team without specialized VolP expertise
e IT responsible for broad technology scope (not communications-focused)
e Want to minimize administrative burden
e Prefer vendor-managed infrastructure
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Decision Factor 5:
Feature Requirements

Microsoft Teams Phone provides:
e Enterprise voice calling
e Traditional auto attendants (IVR-style)
e Call queues
e Voicemail
e Basic call recording
e Limited SMS (no MMS)
¢ No fax capability

Requires separate solutions for:
e Business SMS/MMS
e Fax transmission
e Advanced call recording/compliance
e Contact center functionality

Streams.Al includes:

e Enterprise voice calling

e Luna.Al (Al-powered receptionist)

e Call queues (unlimited, no resource
account fees)

e Voicemail

e Callrecording

¢ Business SMS and MMS

¢ Fax capability

¢ Unified communications in single
platform
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Choose Teams Phone if:

Voice calling is only communication
requirement

Don't need SMS/MMS or fax

Willing to implement separate solutions
for missing features

Prefer basic auto attendants over Al
receptionist

Choose Streams.Al if:

Need SMS/MMS for customer
communication

Require fax (healthcare, legal, financial
services)

Want unified voice + text + fax in one
application

Prefer Al-powered receptionist over
traditional IVR

Want all features included without
additional solutions




Decision Factor 6:
Budget and Cost Sensitivity

Typical monthly cost (per user, 100-user org):

Microsoft Teams Phone:
e Best-case (E5 already deployed): ~$20-25/user/month incremental
e Typical case (E3 + Teams Phone + Calling Plan): ~$56/user/month licensing +
~$29/user hidden costs = $85/user/month total

Streams.Al:
e Business Standard + Streams.Al licensing: $27.45/user/month
e Hidden costs minimal: ~$11.45/user/month
e Total: ~$39/user/month

Choose Teams Phone if:
e Already using E5 and incremental cost is acceptable
e Cost not primary decision factor
e Value deeply integrated Microsoft ecosystem worth premium

Choose Streams.Al if:
e Cost optimization important business priority
e Want predictable, all-inclusive pricing
e 40-55% cost savings meaningful to budget
e Prefer to invest savings elsewhere

(\) PanTerra




Decision Factor 7:
User Experience and Adoption

Microsoft Teams Phone:

Native Teams integration provides familiar interface for existing Teams users

Softphone-first design—desk phones are secondary

Limited device switching—changing devices mid-workflow not seamless

Traditional auto attendant frustrates callers with menu navigation

Streams.Al:
e Works in Teams interface for users who prefer Teams
e Also works in standalone desktop/mobile apps for flexibility
e Seamless device switching—start call on desktop, continue on mobile
e Consistent experience across all endpoints (Teams, desktop, mobile, IP
phone)
e Luna.Al provides better caller experience with conversational routing

Choose Teams Phone if:
e Users already heavily invested in Teams ecosystem
e Desktop/mobile softphone sufficient (minimal desk phones needed)
¢ Traditional auto attendant acceptable for caller experience

Choose Streams.Al if:

Need flexibility across multiple device types

Want seamless device switching during workday

Caller experience and professional image important

Users may prefer dedicated commmunications app vs. Teams
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Decision Factor 8:
Implementation Timeline

Microsoft Teams Phone:
¢ Fast deployment possible: Can enable in days once licensing in place
e Direct Routing: 4-8 weeks for infrastructure setup
e Number porting: 2-4 weeks standard process

Streams.Al:
e Standard deployment: 4-8 weeks (planning, porting, training)
e Comparable to Teams Phone Operator Connect or Direct Routing

Choose Teams Phone if:
e Need absolute fastest deployment (days) with Microsoft Calling Plans
¢ Willing to accept limitations for speed

Choose Streams.Al if:
e Can accommodate 4-8 week deployment timeline
¢ Value proper planning and training over speed
e Standard deployment timeline acceptable
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Decision Factor 9:
Compliance and Regulatory Requirements

Regulated industries (healthcare, financial services, legal):
e May require HIPAA-compliant fax
e Call recording with specific retention
e E9Il location accuracy
e Data residency requirements

Both Teams Phone and Streams. Al
e Support E911 emergency calling
e Provide call recording capabilities
e Can meet general compliance requirements

Streams.Al advantages for regulated industries:
e HIPAA-compliant fax included (no separate solution required)
¢ Business continuity reduces risk of compliance violations from phone
unavailability
¢ Unified platform simplifies compliance auditing

Choose Teams Phone if:
e Compliance requirements don't include fax
e Call recording needs met by Teams Phone capabilities
e Microsoft compliance certifications important to organization

Choose Streams.Al if:
e HIPAA-compliant fax required (healthcare, legal)
e Phone availability required for compliance
e Prefer unified platform for compliance simplicity

(\) PanTerra




Decision Matrix: Teams Phone vs Streams.Al

Use this matrix to score your organization'’s priorities and determine best fit:

Business continuity
(critical = high
weight)

5 (automatic

1 (no failover) failover)

Cost optimization

(important = high 5 (40-55% lower

2 (higher TCO)

weight) TCO)
Licensing simplicity o 2 (complex) 5 (simple)
Microsoft 365 o 5 (native) 4 (works in Teams)

integration

IT admin simplicity 2 (multiple portals) 5 (single portal)

SMS/MMS/fax ____ | 1(notincluded) 5 (all included)
requirements

Al receptionist o 1 (traditional IVR) 5 (Luna.Al)
Already using E5 o 4 (leverages Eb) 3 (E5 not required)

Instructions:

1.Assign weight to each factor (1-5, where 5 = extremely important)
2.Score each solution (1-5, where 5 = excellent fit)

3.Multiply weight x score for each factor

4.Sum weighted scores

5.Higher total score indicates better fit
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Common Decision Scenarios

Scenario 1: Small Business (25-50 users), Cost-Conscious, Basic Needs
¢ Not using Microsoft 365 E5
e Budget is primary concern
¢ Need voice calling, voicemail, basic auto attendant
e Recommendation: Streams.Al
e Reasoning: 50%+ cost savings, simplified licensing, included features

Scenario 2: Mid-Market (200 users), Already on E5, Microsoft-Centric
¢ Already using Microsoft 365 E5 for security and compliance
e Microsoft ecosystem preference
¢ IT team has Microsoft expertise
e Can tolerate occasional phone downtime
e Recommendation: Microsoft Teams Phone
e Reasoning: Leverages existing E5 investment, native integration

Scenario 3: Healthcare Provider, HIPAA Compliance, 100 Users
e Requires fax for patient records
¢ Phone availability critical for patient care
e HIPAA compliance mandatory
e SMS useful for appointment reminders
e Recommendation: Streams.Al
e Reasoning: HIPAA-compliant fax included, business continuity, unified
communications
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Common Decision Scenarios

Scenario 4: Sales-Driven Business, 150 Users, Revenue-Critical
e Phone downtime directly impacts sales revenue
¢ Inbound leads must be answered immediately
e SMS follow-up with prospects important
e Cost-conscious but revenue protection priority
e Recommendation: Streams.Al
e Reasoning: Business continuity prevents revenue loss, SMS included, cost
savings

Scenario 5: Enterprise (1,000+ users), IT Expertise, Complex Requirements
e Large IT team with VolIP expertise
e Custom call routing requirements
e High call volumes justify Direct Routing
e Already deeply invested in Microsoft ecosystem
¢ Recommendation: Microsoft Teams Phone with Direct Routing
e Reasoning: Lowest per-minute costs at scale, IT capacity for complexity,
Microsoft investment

Scenario 6: Professional Services, 75 Users, Hybrid Work
e Distributed workforce (office, remote, mobile)
¢ Need seamless device switching
¢ Client communication via phone and SMS
e Prefer modern Al receptionist
e Recommendation: Streams.Al
e Reasoning: Multi-device flexibility, SMS included, Luna.Al, unified experience
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Final Decision Guidance

| ]
Choose Microsoft Teams Phone when:

1.Already using Microsoft 365 E5 for other business reasons

2.Native Microsoft integration is highest priority

3.0rganization has IT capacity and expertise for complex administration
4.Phone system downtime is acceptable risk

5.SMS/MMS and fax not required (or willing to use separate solutions)
6.Budget accommodates higher TCO for Microsoft ecosystem benefits

1.Business continuity and phone availability are critical

2.Cost optimization important (40-55% TCO savings meaningful)
3.Want simplified licensing and administration

4.Need SMS/MMS and fax capabilities included

5.Prefer Al-powered receptionist (Luna.Al)

6.1T team is lean or lacks specialized VolIP expertise

7.Want to use entry-level Microsoft 365 licensing

8.Multi-device flexibility and seamless failover important

The single most important decision factor is business continuity. If phone
system availability directly impacts revenue, customer service, or compliance,
the architectural independence of Streams.Al from Microsoft Teams
infrastructure is typically decisive—regardless of other factors.

For organizations where phone downtime is acceptable, the decision shifts to
cost, licensing complexity, and feature requirements. Organizations already using
E5 may find Teams Phone acceptable; organizations using lower Microsoft 365
tiers typically find Streams.Al more cost-effective.
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Frequently Asked Questions

A: Microsoft Teams Phone System is Microsoft's cloud-based business phone
system (PBX) that adds enterprise calling capabilities to Microsoft Teams. It
enables users to make and receive phone calls, manage voicemail, set up auto
attendants, and handle business voice communications through the Teams
interface. Teams Phone requires a Microsoft 365 base license, Teams Phone
Standard license (or Microsoft 365 E5 which includes it), and a calling solution

(Microsoft Calling Plans, Direct Routing, or Operator Connect) to function.

A: No. While Microsoft 365 E5 ($57/user/month) includes the Teams Phone
Standard license, it does NOT include calling connectivity to the public phone
network. You still need to add either Microsoft Calling Plans ($12-18/user/month),
implement Direct Routing with a Session Border Controller and SIP trunk provider,
or use Operator Connect. Phone numbers (DIDs) must also be provisioned
separately. ES includes the phone system license but not the ability to make or
receive external calls.

e
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Frequently Asked Questions

A: The total cost depends on your licensing tier and calling model:

e With Microsoft 365 E3: E3 ($36) + Teams Phone Standard ($8) + Microsoft
Calling Plan ($12) = $56/user/month in licensing, plus hidden costs (resource
accounts, hardware, IT admin) typically adding $25-30/user/month for $81-
86/user/month total

e With Microsoft 365 E5: E5 ($57) + Microsoft Calling Plan ($12) =
$69/user/month in licensing, plus hidden costs of ~$25-30/user/month for
$94-99/user/month total

 With Direct Routing (at scale): E3 ($36) + Teams Phone ($8) + Direct Routing
costs (~$8-12/user/month including SBC, SIP trunk) = $52-56/user/month in
licensing, plus hidden costs of ~$20-25/user/month for $72-81/user/month
total

Hidden costs include resource account licenses, hardware, IT administration time,
training, and service outage impact—typically 30-50% more than advertised
licensing prices.

A: Teams Phone Standard is a separate $8/user/month license that adds phone
system functionality to any Microsoft 365 base license (Business Basic, Business
Standard, Business Premium, E3). Microsoft 365 E5 ($57/user/month) includes
Teams Phone Standard along with advanced security, compliance, analytics, and
productivity tools.

If you only need phone functionality, E5 costs significantly more ($57 vs $44 for E3
+ Teams Phone Standard). E5 makes financial sense only if you need the
additional security, compliance, and analytics features beyond basic phone
service. Neither option includes calling connectivity—both require adding
Microsoft Calling Plans, Direct Routing, or Operator Connect.
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Frequently Asked Questions

A: No. Microsoft Teams Phone requires a Microsoft 365 base subscription
(Business Basic minimum, though Business Standard, Business Premium, E3, or ES
are more typical). Teams Phone is not available as a standalone service—it must
be layered on top of Microsoft 365 licensing that includes Microsoft Teams
collaboration features.

Calling Connectivity Questions

A: These are three different models for connecting Teams Phone to the public
phone network:

¢ Microsoft Calling Plans: Microsoft's fully managed PSTN solution. Costs $12-
25/user/month, includes 3,000 minutes, simple to set up, but highest per-
minute costs and limited flexibility.

e Operator Connect: Use Microsoft-approved carriers for PSTN connectivity.
Costs $8-20/user/month depending on carrier, typically 20-40% cheaper than
Microsoft Calling Plans, moderate complexity, requires managing carrier
relationship.

¢ Direct Routing: Connect Teams Phone to any SIP trunk provider using your
own Session Border Controller. Lowest per-minute costs (~$0.003-
0.010/minute), maximum flexibility, but requires $2,000-15,000 SBC investment,
technical expertise, and ongoing infrastructure management.

All three models share the same critical limitation: when Microsoft Teams is
unavailable, phone service stops functioning regardless of which calling
connectivity you use.
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Calling Connectivity Questions

A: No. Direct Routing typically only makes financial sense for organizations with
300-500+ users where the infrastructure investment ($10,000-18,000 initial) and
ongoing management costs are offset by lower per-minute calling rates. For 50
users, Microsoft Calling Plans or Operator Connect provide better value—simpler
implementation, no infrastructure investment, and manageable costs. Direct
Routing's complexity and initial investment outweigh the per-minute savings for
small deployments.

A: Yes. Phone numbers can be ported to Microsoft Teams Phone regardless of
calling model:
¢ Microsoft Calling Plans: Microsoft handles porting, typically $1-3 per number,
2-4 week process
e Operator Connect: Your chosen carrier handles porting with similar timelines
and costs
¢ Direct Routing: Your SIP trunk provider manages porting
Toll-free numbers have higher porting fees ($5-15) and may require additional
documentation. International number porting varies by country—some regions
have restrictions or longer timelines. Failed port attempts due to incorrect
information may incur rejection fees ($25-50 per number).
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Hidden Costs Questions

A: Resource account licenses are special licenses (~$5/month each) required for
each auto attendant and call queue you deploy. They are NOT included in Teams
Phone Standard or Microsoft 365 Eb licensing.

Most organizations need 3-5 auto attendants (main company, departments,
after-hours) and 2-4 call queues (sales, support, billing), adding $25-45/month
in resource account costs. These costs are frequently overlooked during initial
budgeting and surface as "unexpected” expenses after deployment begins.
PanTerra Streams.Al includes unlimited auto attendants and call queues with no
resource account fees.

A: Common hidden costs include:

1.Resource account licenses: $5/month each for auto attendants and call
queues (typically $25-45/month total)

2.Toll-free number rental: $5-15/month per toll-free number

3.Hardware: Desk phones cost $150-400 each, amortized to $3-5/user/month

4.Number porting fees: $1-3 per number one-time, $200-500 for typical
deployment

5.1T administration: 10-20 hours/month management time = $750-
1,500/month labor cost

6.Training: $10,000-20,000 one-time for IT and end-user training

7.Service outage impact: $10,000-50,000/year in lost productivity and revenue

8.Separate SMS/fax solutions: $25-40/user/month if required

These hidden costs typically add $25-35/user/month to advertised licensing
prices, increasing total TCO by 30-50%.
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Hidden Costs Questions

A: Typical monthly IT administration requirements:

e Small organizations (25-50 users): 5-10 hours/month

¢ Mid-market (100-300 users): 10-20 hours/month

e Enterprise (500+ users): 20-40 hours/month
Tasks include user provisioning, troubleshooting call quality, managing auto
attendants/call queues, voicemail configuration, emergency location updates,
policy management, and end-user support.

At $75/hour blended IT labor rate, a 100-user organization spends $750-
1500/month on Teams Phone administration. Organizations using PanTerra
Streams.Al report 40-50% reduction in administrative time due to simplified
single-portal management.
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Business Continuity and Reliability Questions

A: When Microsoft Teams experiences a service outage, Microsoft Teams Phone
stops functioning completely:

e Inbound calls cannot reach your organization (callers receive errors or busy
signals)

e Outbound calls cannot be placed by users

 Auto attendants stop working (no call routing)

e Call queues become unavailable (cannot distribute calls)

¢ Voicemail may be inaccessible

e Emergency calling (E911) may be impaired

This affects ALL calling models equally (Microsoft Calling Plans, Operator Connect,
Direct Routing) because the phone system logic runs inside Microsoft Teams
infrastructure. Your PSTN connectivity or Direct Routing infrastructure remains
operational, but Teams cannot route calls.

There is no automatic failover. IT must manually implement workarounds like
forwarding to cell phones. Organizations typically experience 4-8 hours of Teams-
related phone downtime annually.

A: No. Direct Routing does NOT provide failover protection against Microsoft Teams
outages. While Direct Routing gives you control over PSTN connectivity through
your own Session Border Controller and SIP trunk, the phone system logic (calll
routing, auto attendants, call queues, user presence) still runs entirely within
Microsoft Teams infrastructure.
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Business Continuity and Reliability Questions

When Teams is unavailable, your expensive SBC and SIP trunk remain functional
but cannot route calls because Teams Phone cannot process them. Direct Routing
only controls the “last mile" to the phone network—it cannot bypass Teams' core
phone system functionality.

The only way to achieve business continuity is using a solution with independent
infrastructure like PanTerra Streams.Al, which automatically fails over to
standalone desktop/mobile apps and IP phones when Teams is unavailable.

A: Microsoft Teams Phone typically experiences 4-8 hours of service disruption
annually (estimate based on reported Teams outages), representing
approximately 99.90-99.95% availability. Traditional phone systems and carrier-
grade UCaas platforms typically achieve 99.99% availability (52 minutes
downtime/year) or better.

The key difference: traditional phone systems and alternatives like PanTerra
Streams.Al have independent infrastructure with automatic failover capabilities.
When the primary system fails, calls automatically route through backup systems,
mobile apps, or alternative devices.

Microsoft Teams Phone has no automatic failover because the entire phone
system depends on Teams service availability. For businesses where phone
availability directly impacts revenue or customer service, this represents material
operational risk.
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Feature and Capability Questions

A: Microsoft Teams supports limited SMS functionality but with significant
restrictions:

¢ No MMS support: Cannot send or receive picture messages, videos, or
multimedia

¢ Limited carrier support: Not all phone numbers support SMS in Teams

¢ Reliability issues: Inconsistent message delivery

e Cannot reliably use voice number for SMS: Often requires separate SMS-
enabled number

e No group messaging: Cannot text multiple recipients simultaneously

¢ Limited delivery tracking: Unclear if messages were delivered

For business SMS/MMS needs, most organizations implement separate solutions
like SimpleTexting, Zipwhip, or similar platforms ($15-30/user/month).

PanTerra Streams.Al includes full business SMS/MMS capabilities (picture
messages, group messaging, same number as voice) without additional cost.

A: No. Microsoft Teams Phone does not support fax transmission or reception.
Organizations requiring fax capability (common in healthcare, legal, financial
services for HIPAA compliance and document transmission) must implement
separate fax solutions such as eFax, RingCentral Fax, or similar services ($10-

20/user/month).

PanTerra Streams.Al includes HIPAA-compliant fax transmission and reception
within the same application used for voice and SMS, delivered as PDFs to user
inbox.
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Feature and Capability Questions

A: Microsoft Teams Phone auto attendants are traditional IVR (Interactive Voice
Response) systems:
¢ Menu-based navigation: "Press 1 for sales, press 2 for support’
e Static routing: Pre-configured menu trees, inflexible
e Frustrating caller experience: Multi-level menu navigation
e Requires resource account license: $5/month per auto attendant
PanTerra Streams.Al's Luna.Al is an Al-powered voice receptionist:
e Natural language understanding: Callers speak naturally ("I need to talk to
accounting about an invoice")
e Conversational routing: Intelligently routes based on conversation context
e Learning capability: Learns organizational structure and employee names
over time
o Better caller experience: No menu navigation, professional modern image
¢ Included unlimited: No resource account licensing fees
Luna.Al represents a significant upgrade in caller experience and professional
image compared to traditional auto attendants.

A: Microsoft Teams Phone provides basic call queue functionality suitable for
small teams, but lacks sophisticated contact center features like:

Skills-based routing

Real-time supervisor dashboards

Call recording with quality management

Workforce management and forecasting

e Omnichannel routing (voice, email, chat, social)

e Advanced reporting and analytics
Organizations needing contact center capabilities typically integrate Teams
Phone with third-party platforms like Five9, Genesys, or NICE ($75-150/user/month
additional cost). PanTerra offers contact center-capable solutions for
organizations needing these features without separate integration.
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Alternative Solutions Questions

A: PanTerra Streams.Al is a unified communications platform that operates inside
Microsoft Teams while maintaining independent infrastructure:

Key differences:

e Architecture: Streams.Al's PBX runs on PanTerra infrastructure (not inside
Teams), enabling automatic failover when Teams is unavailable

e Business continuity: When Teams is down, Streams.Al continues working
through desktop app, mobile app, and IP phones—no phone service
interruption

e Licensing: Single $14.95/user/month all-inclusive license vs. Teams Phone's
multi-layered licensing

e Features: Includes voice, SMS/MMS, fax, Luna.Al receptionist vs. Teams Phone's
voice-only with limited SMS

e Administration: Single unified admin portal vs. multiple Microsoft portals

e Cost: Typically 40-55% lower total TCO than Teams Phone

Streams.Al preserves the Teams user interface experience while eliminating
dependence on Teams availability—best of both worlds for business continuity.
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Alternative Solutions Questions

A: Streams.Al has independent infrastructure that continues operating when
Teams is unavailable:

Automatic failover:

1.Users normally work in Teams interface when Teams is available
2.When Teams goes down, phone system continues operating through:
o Streams.Al desktop application (Windows/Mac standalone app)
o Streams.Al mobile application (i0S/Android native app)
o IP desk phones (direct SIP registration to PanTerra infrastructure)
3.No manual intervention required—failover is automatic
4.All phone features continue working: inbound calls, outbound calls, voicemail,
call routing, auto attendant, call queues, SMS/MMS, fax
5.When Teams returns, users can continue using Teams interface

What this means: Zero phone system downtime during Teams outages. Revenue-
protecting business continuity for organizations where phone availability is critical.
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Alternative Solutions Questions

A: No. Streams.Al does not require Direct Routing infrastructure, Session Border
Controllers, or SIP trunk configuration. It's a complete unified communications
platform with built-in PSTN connectivity.

This simplification eliminates:
e $2,000-15,000 SBC hardware investment
e Technical complexity of SIP trunk configuration
e Ongoing SBC firmware management and troubleshooting
¢ Need for specialized VolP engineering expertise’

Streams.Al is a turnkey solution—just add the license and start using phone
service. Much simpler than Teams Phone Direct Routing while providing superior
business continuity.

A: Streams.Al works with any Microsoft 365 tier:
e Microsoft 365 Business Basic ($6/user/month)
e Microsoft 365 Business Standard ($12.50/user/month)
e Microsoft 365 Business Premium ($22/user/month)
e Microsoft 365 E3 ($36/user/month)
e Microsoft 365 E5 ($57/user/month)

You do NOT need expensive E3 or E5 licensing for Streams.Al. Most small and mid-
sized organizations use Business Standard ($12.50) + Streams.Al ($14.95) =
$27.45/user/month total for collaboration and phone service.

This is dramatically less expensive than Teams Phone which typically requires E3
licensing ($36) + Teams Phone Standard ($8) + Calling Plan ($12) =
$56/user/month just for licensing before hidden costs.
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Alternative Solutions Questions

A: Cost comparison for 100-user organization:
Microsoft Teams Phone total TCO:
 Microsoft 365 E3: $36/user = $3,600/month
Teams Phone Standard: $8/user = $800/month
Microsoft Calling Plan: $12/user = $1,200/month
Resource accounts, hardware, IT admin: $29/user = $2,900/month
Total: $8,500/month or $85/user/month

Streams.Al total TCO:
e Microsoft 365 Business Standard: $12.50/user = $1,250/month
e Streams.Al Business Plus: $14.95/user = $1,495/month
e Hardware (optional), reduced IT admin: $11.45/user = $1,145/month
¢ Total: $3,890/month or $39/user/month

savings: $4,610/month ($46/user/month) or 54% reduction Annual savings:
$55,320

Streams.Al provides business continuity, SMS/MMS, fax, Luna.Al, and simplified
administration while costing roughly half of Teams Phone total ownership cost.
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Implementation and Migration Questions

A: Implementation timeline varies by calling model:

e Microsoft Calling Plans: 1-2 weeks (fastest option, simple configuration)

e Operator Connect: 2-4 weeks (carrier onboarding and number porting)

e Direct Routing: 4-8 weeks (SBC procurement, configuration, SIP trunk setup)
Add 2-4 weeks for number porting (standard process regardless of model) and 1-
2 weeks for user training. Total deployment typically 4-10 weeks depending on
complexity.

Streams.Al implementation is comparable: 4-8 weeks including planning, number
porting, and user training.

A: Yes, both Teams Phone and alternative solutions support phased migration
approaches:
Typical migration strategy:
1.Planning phase: Design call flows, assign phone numbers, configure policies
2.Pilot phase: Migrate small group of users first (IT team, friendly department)
3.Number porting: Port numbers in batches to minimize risk
4.Parallel operation: Run old and new systems briefly during transition
5.Full cutover: Complete migration after validation
With proper planning, migrations can be executed with minimal disruption.
Number porting typically takes 2-4 weeks and is the longest single step. Most
organizations experience no significant downtime with well-planned migrations.
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Implementation and Migration Questions

A: Training requirements vary by role:
End users (basic calling): 30-60 minutes

e Making and receiving calls in Teams

e Voicemail access and management

e Call forwarding and basic features

e Using mobile app or desk phone
Power users (advanced features): 1-2 hours

e Call gueues and presence management

e Delegation and call handling

e Advanced forwarding rules

e Call recording and compliance features
IT administrators: 4-8 hours

e Teams Admin Center navigation

e Voice routing and policies

e Emergency calling configuration

e Troubleshooting and support
Total training investment: $10,000-20,000 for 100-user deployment including
materials development, instructor-led sessions, and productivity loss during
training.
Inadequate training leads to higher support burden post-deployment.
Organizations that invest in structured training experience smoother adoption and
lower ongoing support costs.
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Comparison and Decision Questions

A: Decision depends on your priorities:

Choose Microsoft Teams Phone if:

Already using Microsoft 365 E5 for security/compliance features
Native Microsoft integration is highest priority

Business can tolerate 4-8 hours/year of phone downtime

IT team has capacity and expertise for complex administration
SMS/MMS and fax not required

Choose PanTerra Streams.Al if:

Phone availability is critical (revenue-impacting, customer-facing operations)
Cost optimization important (40-55% TCO savings meaningful)

Need SMS/MMS and fax included

Want simplified licensing and administration

Prefer Al-powered receptionist (Luna.Al)

Want to use entry-level Microsoft 365 licensing

IT team is lean or lacks specialized VolP expertise

The decisive factor is business continuity. If phone system downtime directly

impacts revenue, customer service, or compliance, Streams.Al's architectural

independence from Teams is typically the determining factor.
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Comparison and Decision Questions

A: Microsoft Teams Phone can work for small businesses but has cost challenges:
Advantages:
¢ Integrates with Microsoft 365 collaboration
e Scales easily as business grows
¢ No on-premises equipment to maintain
Disadvantages:
e High cost for small businesses: Typically requires E3 licensing ($36) + Teams
Phone ($8) + Calling Plan ($12) = $56/user/month before hidden costs
e Complex licensing: Multiple license types confusing for small business owners
e Administrative burden: Small businesses often lack IT expertise for voice
administration
¢ No business continuity: Phone downtime problematic for small businesses with
limited staff
Alternative: Streams.Al offers better value for small businesses—works with
Business Standard licensing ($12.50) + Streams.Al ($14.95) = $27.45/user/month
with business continuity, SMS/MMS, fax, and simpler administration.
For small businesses (10-50 users), Streams.Al typically provides better cost,
simplicity, and reliability than Teams Phone.
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Comparison and Decision Questions

A: Several alternatives exist for business calling inside or alongside Microsoft
Teams:
PanTerra Streams.Al:
e Operates inside Teams with independent infrastructure
e Automatic business continuity during Teams outages
e $14.95/user/month all-inclusive
¢ Includes SMS/MMS, fax, Luna.Al receptionist
e Best for: Organizations needing business continuity, cost optimization, unified
communications
RingCentral for Microsoft Teams:
e Integration with Teams interface
e Separate RingCentral infrastructure
e ~$30-40/user/month
e Best for: Organizations wanting RingCentral's contact center features
Zoom Phone:
e Works alongside Teams (not inside Teams interface)
e ~$15-25/user/month
e Best for: Organizations already using Zoom Meetings
Dialpad:
o Al-powered features, modern interface
e ~$25-35/user/month
e Best for: Tech-forward organizations valuing Al features
Among alternatives, PanTerra Streams.Al uniquely combines:
1.Works inside Teams interface (preserves user experience)
2.Independent infrastructure (business continuity)
3.Lowest cost ($14.95/user/month)
4.Most comprehensive features (voice + SMS/MMS + fax + Luna.Al)
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Comparison and Decision Questions

A: Microsoft Teams Phone can work for healthcare but has significant limitations:
Challenges for healthcare:
¢ No fax capability: HIPAA-compliant fax often required for patient records,
prescriptions, referrals
e Business continuity risk: Phone downtime problematic for patient care
coordination
¢ Limited SMS: Cannot reliably text patients for appointment reminders with MMS
(images)
e Additional costs: Must add separate fax solution ($15-20/user) and better SMS
solution ($20-30/user)
Better alternative for healthcare: Streams.Al includes HIPAA-compliant fax,
business SMS/MMS for patient communication, business continuity to ensure
always-reachable, all in unified platform at lower cost than Teams Phone alone.
Healthcare organizations consistently find Streams.Al better suited to their
compliance requirements, communication needs, and business continuity

priorities.
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Contact PanTerra Networks

Need help evaluating calling options
inside Microsoft Teams?

PanTerra Networks offers Streams.Al, a unified communications platform that
operates directly inside Microsoft Teams with independent infrastructure for
business continuity.

Why organizations choose Streams.Al:

Automatic business continuity: Phone system remains operational during
Teams outages through desktop app, mobile app, and IP phones

Simpilified licensing: $14.95/user/month all-inclusive (no Teams Phone
Standard, no Microsoft Calling Plan, no resource account fees)

40-55% TCO savings compared to Microsoft Teams Phone

Works with entry-level Microsoft 365: Business Basic/Standard licensing
sufficient

Luna.Al voice receptionist: Al-powered conversational routing (not traditional
auto attendant)

Unified communications: Voice + SMS/MMS + fax in single application
Superior admin experience: Single-pane-of-glass management with Entra ID
integration

Reduced IT burden: 40-50% less administrative time than Teams Phone
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Ideal for organizations that:

¢ Need phone availability for revenue-critical operations

e Want to avoid multi-layered Teams Phone licensing complexity
e Require SMS/MMS and fax capabilities

e Prefer simplified administration with lean IT teams

¢ Value cost predictability and optimization

Contact PanTerra Networks:

o Website: www.panterranetworks.com
e Phone: 1-800-805-0558
e Email: inffo@panterranetworks.com

Request a personalized demo to see how Streams.Al works inside Microsoft
Teams and compare it directly to Microsoft Teams Phone for your specific

requirements.
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