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Introduction: The Illusion of Parity

In today’s cloud-first communication landscape, Microsoft Teams
has become the hub of collaboration, uniting messaging,
meetings, and calling in a single application. However, when it
comes to enabling Teams for external voice (PSTN) connectivity
via Direct Routing, businesses often assume all service providers
offer a similar experience. That assumption is a mistake. Not all
Direct Routing providers are created equal. And critically, Direct
Routing itself offers powerful advantages over Microsoft Calling
Plans and Operator Connect—but only if it is implemented by a

provider who understands how to build value beyond
connectivity.

The difference lies not just in voice enablement, but in the ecosystem of automation, integration,
intelligence, and service that surrounds it. T2M Works leads the industry by transforming Direct
Routing into a platform for innovation, Al-powered experiences, and operational excellence.

Tight Integration with the Teams Admin Center: Automating
Provisioning and Deprovisioning

At T2M Works, we believe that enabling voice for an employee should be as seamless as adding
them to a Teams group. Through deep integration with the Microsoft Teams Admin Center (TAC),
we automate the lifecycle of voice provisioning and deprovisioning. For example, when a new hire
is added in Workday, our automation detects the HR event and triggers a provisioning workflow
that:

e Assigns the appropriate Microsoft 365 licensing
e Configures Direct Routing voice policies
e Assigns phone numbers from the organization’s pool of available numbers

Conversely, offboarding is just as critical. When an employee is terminated, T2M's automation
disables their account, removes their number from the dial plan, and alerts voice administrators if
the former employee is still a member of an active call queue—a step often overlooked but
essential to ensuring clean operational hygiene and avoiding unnecessary disruptions to customer
service.



Enhanced Observability and Troubleshooting Tools

T2M provides visibility that goes far beyond what Microsoft Calling Plans or Operator Connect offer.
Our advanced reporting tools and telemetry—powered by Microsoft Graph API—deliver:

e Real-time dashboards in Power Bl to monitor call quality and jitter

e NLP-powered bots to answer natural language queries like "Why did Sarah's call drop
yesterday?"

e Intelligent alerts for anomalies before end users are affected

These capabilities give IT teams the tools to resolve issues quickly and proactively, reducing
downtime and improving user satisfaction.

Al Receptionist: Candace, the Always-On Front Desk

T2M Works' Candace is a game-changing Al receptionist that replaces traditional auto
attendants with a friendly, conversational experience. Built with Microsoft Cognitive Services
and Azure OpenAl, Candace can:

Greet callers by name (if their number is in your CRM)

Answer detailed product or service questions using knowledge bases
Transfer calls intelligently without the need for IVR trees

Front-end a Teams Call Queue and act as the first layer of support
Collect information to ensure warm transfers are productive
Providing insight into trouble tickets or product shipments

Whether routing sales calls, capturing information for a support ticket, or entertaining callers
with trivia, Candace adds professionalism, consistency, and intelligence to every customer
interaction.

Marketplace Innovation: T2M Works SMS App for Teams

Beyond voice, T2M is building the future of business communication inside Microsoft Teams. The
T2M Works SMS App enables users to send and receive SMS directly from their Teams interface.
Fully integrated with Microsoft 365 and compliant with enterprise-grade security standards, the app
supports:

e One-on-one text messaging from Teams
e Group texting with internal and external contacts
e \Xorkflow automation via Power Automate triggers

This application is a reflection of our commitment to modern, omnichannel communication within
the Microsoft ecosystem.



Global Number Management and Porting Automation

T2M simplifies one of the most frustrating aspects of voice migrations: number porting and global
provisioning. Our platform streamlines:

e Localand international number acquisition
e Compliance with emergency calling regulations (E911, eCall, etc.)
e Pre-built porting templates to reduce administrative overhead

This makes global scaling faster and far more predictable.

Support for Legacy Telecom and Analog Infrastructure

T2M recognizes that digital transformation doesn't happen overnight. Unlike many providers focused
only on cloud endpoints, we offer full support for legacy telecom environments. Our expertise
includes:

e Integration with overhead paging systems
e Support for analog devices (e.g., fax machines, door intercoms, credit card terminals)
e Gateway configuration and migration planning for hybrid environments

This allows customers to adopt Teams Voice at their pace without compromising on functionality.

A Global, Redundant Infrastructure with Proven Reliability

While some providers rely on regional or third-party infrastructure, T2M Works operates a global,
redundant voice backbone engineered for resilience and scale. With points of presence across North
& South America, Europe, and Asia-Pacific, T2M's infrastructure is architected for high availability with
failover and disaster recovery baked into every component. Our SLA-backed guarantee of 99.099%
service uptime is not just a marketing claim—it's a contractual commitment, supported by real-world
performance monitoring and 24/7/365 support.

Bundled Security and Compliance

T2M doesn't stop at voice enablement. We integrate Microsoft security technologies to ensure your
voice services are compliant and secure. Our service includes:

e Integration with Microsoft Defender for Office 365 and Entra ID
e Call recording encryption and compliance retention

e Full audit logging of provisioning and administrative actions

e Multi-geo support for regulatory alignment

These features provide peace of mind that your communications infrastructure is secure, compliant,
and future-ready.



Al-Powered Contact Center Experiences

T2M brings artificial intelligence to the contact center without the need for expensive legacy
software. Our Teams-integrated solutions support:

Real-time transcription and sentiment analysis of calls

Al-powered insights to coach agents during live calls

Data dips into CRM systems to personalize service

Smart recording control: pause/resume based on phrases (e.g., when a customer reads a credit
card number)

e Intelligent call routing based on CRM data, historical interactions, or even customer sentiment

These capabilities allow businesses to deliver a truly differentiated customer experience that drives
satisfaction, loyalty, and operational efficiency.

Tailored Licensing and Cost Optimization

Many enterprises unknowingly overspend on Microsoft Calling Plans or are underserviced by
Operator Connect. T2M helps businesses right-size their voice investment by:

e Recommending optimal license combinations
e Eliminating unused numbers and overlapping services
e Supporting elastic licensing models for seasonal workforces

Our clients achieve better value, better flexibility, and more control over their communication spend.

Truly White-Glove Support

When issues arise, you don't file tickets—you get solutions. T2M's support is unmatched by
Microsoft's generic support channels or third-party resellers. We offer:

e Direct access to Tier 3 engineers 24/7/365
e A dedicated account team familiar with your voice environment
e Root cause analysis, change control, and roadmap planning

Conclusion: A Platform, Not Just a Pipe

Choosing a Direct Routing provider shouldn't be a checkbox exercise. At T2M Works, we don't just
connect phone calls—we connect innovation with your Teams environment. From intelligent
provisioning and Al-powered front desks to custom Teams apps, licensing strategy, global number
management, and support for legacy devices, we provide a comprehensive platform that outclasses
Microsoft Calling Plans, Operator Connect, and traditional DR providers alike. Experience the T2M
difference: smarter, faster, and built for the future of work.



