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The use of Microsoft Teams as a comprehensive enterprise telephony solution is still on the rise, but
organisations often lack full understanding of the options available for connecting Microsoft Teams Phone
to the public telephone network. These options are crucial as they present distinct differences affecting
key considerations such as pricing, geographical reach, implementation, and support. This paper will
thoroughly investigate the three available options: Operator Connect, Direct Routing, and Calling Plans.
We will discuss their appropriateness for different organisation types and outline important factors to
consider in the decision-making process.

Microsoft Teams leads the pack when it comes
to virtual workforce collaboration tools — partly
for its ubiquity (coming as it does with Office 365)
but more importantly for its functionality,
including messaging, document sharing and
audio/visual conferencing. Now, more and more
organisations are accessing external calling
within Microsoft Teams as their enterprise
telephony solution, replacing existing phone
systems.

It's an attractive proposition for organisations
looking to streamline their communications
capabilities and rid themselves of on-premises
Private Branch Exchange (PBX) systems and
equipment. And for users, it's joined up, and
easy to use, enabling them to make and receive
phone calls to and from Teams and non-Teams
users alike.

However, there are different ways in which calls
can be routed and charged for and it’s vital to
select the right one for your organisation.
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More and more organisations are
accessing external calling within
Microsoft Teams as their enterprise
telephony solution.

Enterprise telephony typically operates by
routing outbound telephone calls from a PBX to
the Public Switched Telephony Network (PSTN)
and then onward to the intended recipient.
Similarly, Microsoft Teams Phone is a cloud-
hosted virtual PBX provided by Microsoft that
facilitates connecting calls to the PSTN. It
enables users of Microsoft Teams to make and
receive phone calls external to their organisation.
A ‘Microsoft Teams Phone Standard’ license is
required from Microsoft for this service, this
comes included with E5 by default, but can be
purchased separately as an add-on for other
eligible licences. When deploying Teams Phone,
organisations must determine the optimal way to
connect Teams to the PSTN. There are three
options currently available:
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Operator Connect: A service provider integrates
their infrastructure directly with Microsoft Teams
via Microsoft Azure to provide the most reliable
service, this process requires strict certification
by Microsoft to ensure the expected quality and
service levels are achieved by the service
provider in each country they have listed.

Operator Connect capitalises on the simplicity of
Microsoft Calling Plans combined with the
flexibility of a third-party provider that can offer
broader global coverage, or additional bespoke
services such as specialised managed services
and support.

Direct Routing: An organisation has the option
to deploy Direct Routing in-house, assuming they
possess an appropriate carrier and the required
skills and expertise to deploy and configure
infrastructure. Alternatively, service providers
can manage or host a dedicated Direct Routing
deployment on their behalf. In many cases, the
most suitable approach is Direct Routing as a

Virtual PBX

Teams Phone User

o—10

©) loopup

Microsoft Calling Plan

Service (DRaaS), which leverages the service
provider’s cloud-hosted multi-tenant platform
and their status as a carrier to route calls to the
PSTN, offering a comprehensive end-to-end
service. However, in many ways Operator
Connect is a newer and improved method to
achieve the same results as DRaaS.

Microsoft Calling Plans: Microsoft serves as the
sole carrier, routing calls to the PSTN via its
infrastructure to downstream carriers behind the
scenes. Users have a pre-packaged bundle of
minutes for a set monthly fee purchased directly
from Microsoft.

The core functionality of Teams Phone remains
consistent across these three call delivery
methods, ensuring a consistent user experience.
However, there are significant differences
between these options when considering key
factors such as cost, coverage, flexibility,
integrations, service levels, and support.

PSTN Connectivity External Number
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Microsoft Calling Plans — a simple
approach for smaller organisations.

Microsoft Calling Plans offer a ready-to-use
solution that is simplest to sign up to, albeit
potentially more expensive, less flexible, and
limited in terms of country coverage and support.
They are generally more fitting for smaller
organisations with fewer than 100 users.

Deployment: Calling Plans, provided by
Microsoft, serve as the link between Teams
Phone and the PSTN over its own infrastructure.
Each user is assigned a phone number for
inbound calls (or their existing number is ported
to Microsoft) and a pre-set bundle of minutes for
outbound calls. The choice is between ‘Domestic
Calling Plans’ (where international calls incur
additional charges) or ‘Domestic and
International Calling Plans’.

Calling Plans serve as the link
between Teams Phone and the
PSTN over Microsoft’s infrastructure

Fixed cost: Calling Plans come with a monthly
fee per user per month. The standard Domestic
Calling Plan for users in the US currently costs
$12 per user per month for 3,000 domestic
minutes, and the Domestic and International
Calling Plan costs $24 for an additional 600
international minutes. Prices are comparable in
other countries although the number of minutes
in the bundle is reduced. In practice, few users
will fully use their allocation of minutes. Although
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Calling Plans cover

Plans; Which approach is right for your business?

Australia* Hungary Portugal
Austria Ireland Puerto Rico
Belgium Italy Romania
Canada Japan** Singapore
Croatia Latvia Slovakia
Czech Republic Lithuania Slovenia
Denmark Luxembourg Spain
Estonia Netherlands Sweden
Finland New Zealand Switzerland
France Norway UK
Germany Poland us

* provided by Telstra ** provided by Softbank

minutes can be pooled among users on the
same Calling Plan within the same country, this
can lead to paying for more minutes than
required.

Coverage: Calling Plans are only available for
certain countries in Europe and North America,
as well as Australia and Japan (33 countries in
total at the time of writing). Organisations with
users in other locations will need to deploy
Operator Connect or a Direct Routing solution for
those users if they wish to use telephony in
Teams.

Service and Support: Microsoft does not provide
configuration support, migration services, nor
deployment of Calling Plans — meaning
organisations will have to manage all related
tasks independently or seek assistance from a
3 party.
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Operator Connect and Direct Routing serve as
more advanced solutions, although Direct
Routing is generally suited for larger
organisations with more than 100 users,
Operator Connect is effective for organisations
of any size. They both offer increased flexibility,
wider geographical coverage, and superior value
compared to Calling Plans. Depending on the
Direct Routing scenario, both Direct Routing and
Operator Connect have the ability to integrate
with on-premises equipment such as PBXs,
SBCs, or other legacy analogue devices through
the operator’s SIP Trunking or other integrations
solutions. Direct Routing is more complex to
deploy than Operator Connect, which is why
organisations are increasingly opting to use a
managed service provider that can provide
Operator Connect, Direct Routing, as well as SIP
Trunking services to ensure the full range of
options are available in all scenarios.

Deployment: Operator Connect and Direct
Routing integrate with Microsoft Teams Phone,
routing calls through managed service providers

and/or the carriers networks directly to the PSTN.

Both solutions can be self-managed, although
managed services solutions are attractive to
many because the provider manages the whole
onboarding and ongoing management, freeing
up the time of admins for other important
projects.

With Teams Phone served by Operator Connect,
DRaaS, or Calling Plans there is no need for any
physical equipment on the business premises,
thereby saving on hosting costs and the need for
specialist internal expertise.
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Direct Routing does require the use of an SBC,
which can be either physical or virtual,
depending on your needs. Alternatively, A
DRaaS provider can utilise their multi-tenant
carrier-grade SBC.

Depending on the provider, Operator Connect
and Direct Routing are both able to be integrated
with on-premises devices or 3" party solutions.

Operator Connect and Direct Routing can be
combined within your Office 365 tenant to
provide a hybrid approach to optimise flexibility
where needed, while maintaining simplicity
elsewhere.

Both Operator Connect and Direct
Routing offer increased flexibility,
wider coverage, and superior value
compared to Calling Plans

Flexibility on cost: You are free to choose your
own provider who can design a bespoke
package that meets your organisation’s unique
requirements. Operator Connect and Direct
Routing providers typically offer a lower price
point per user compared to Microsoft Calling
Plans, and there is room to negotiate on pricing,
as well as selecting different bundles and calling
packages for different user-types.

This aspect is particularly crucial for larger
organisations that can leverage economies of
scale or those with complex needs, such as an
international footprint, or specialist integration
requirements like contact centres or policy-
based recording for legal or financial compliance
purposes.



Coverage: Operator Connect and Direct Routing
providers can offer Teams telephony calling in
almost all countries. Where local regulations
restrict the use of cloud telephony, some
managed service providers can deploy in-
country SBCs to ensure Teams telephony can be
used in a compliant way. Specific Teams features
such as Location Based Routing for such
regulatory purposes are only available with
Direct Routing. However, that doesn’t mean
using Operator Connect would not be compliant,
always discuss such matters with your provider
and they will be able to find a solution.

Service and Support: Managed service
providers can plan and implement a solution and
provide ongoing support. For Direct Routing, that
also includes configuring the dedicated or
shared SBCs that act as gateways between
Microsoft Teams Phone and the PSTN, as well as
setting up voice routes and policies in your
tenant. For Operator Connect, once you have
given consent, the process to provide numbers
into a tenant is automated through Microsoft’s
Operator Connect APl and available immediately
to assign to users. Managed service providers
can also help you to optimise your corporate
network for Teams telephony, highlight any
potential issues that could impair call quality, and
manage porting for existing direct dial phone
numbers if required.

Summary

By incorporating enterprise telephony into
Teams with Microsoft Teams Phone,
organisations can break free from outdated,
legacy, on-premises phone systems —
transitioning to seamlessly connected
cloud-based communications tools.
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It sounds easy — and so it should be, by giving
you the right knowledge on what your options
are in terms of call delivery and pricing, it will
allow you to select the most suitable solution for
your organisation.

While Calling Plans may suffice for smaller
businesses with limited geographical presence,
larger organisations are likely to find greater
flexibility, scope, and cost-effectiveness in
Operator Connect, or even Direct Routing. If you
require integrations with on-premises devices,
then using a managed service provider to deliver
a comprehensive solution means you can have a
bespoke system tailored to your requirements, in
which design, deployment, integration, telephony
services, and support are all part of the package.

According to one predicting, in less than five
years, over 90% of Teams telephony users will
be using either Operator Connect or Direct
Routing for PSTN connectivity. These present an
ideal combination of convenience, cost,
coverage, and control for organisations. For
those that need to integrate with on-premises
solutions such as 3rd party contact centres,
DECT systems, or analogue phones, simply talk
to your provider to make sure they can
accommodate your needs in conjunction with
Operator Connect (and/or Direct Routing as a
Service if an alternative is needed).

To explore how LoopUp can streamline the
implementation of Microsoft Teams telephony for
your organisation, please reach out to our sales
team.



About LoopUp

LoopUp provides a secure, globally consistent solution
for cloud communications. Our cloud telephony
solution transforms Microsoft Teams from an internal
collaboration tool into a unified communications
solution by enabling users to make and receive
external phone calls from any Teams-enabled device.

We help organizations navigate the complex journey to
cloud telephony. We provide a comprehensive service
so IT departments can focus on digital transformation
that gives businesses a competitive edge, rather than
spending time maintaining legacy systems.

LoopUp is regulated to offer cloud telephony services
in 67 countries — more places than any other provider.
Where that’s not possible, we provide Teams Calling
via on-premises SBCs and local carriers.

For our customers, this means one service provider,
one cloud implementation, and one central
management platform for all users globally.

We have been a Microsoft Partner since 2010,
recognised as a Modern Work Solutions Partner with 3
advanced specialisms meaning we meet a demanding
set of performance criteria. We support bespoke
integrations for a range of telecommunications
solutions, including contact centres and call recording.

We are the trusted partner of more than 5,000
enterprises, including 20 of the world’s top law firms.
Our goal is to make the journey to cloud telephony as
painless as possible. From initial consultation and
configuration design, to managed roll-out and ongoing
support, we will be there every step of the way.

Find out more | Contact Sales | Request a Consultation

loopup.com/contact
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