
Microsoft Teams Phone- Information Session

Advance Users/ Call Queues



Agenda

▪ Project Introduction

▪ Key Highlights

▪ What you will learn:
• Making and receiving Calls​
• Using Call features​
• Managing Contacts and Voicemail​
• Call Queues

• Searching for a department
• Checking voicemail in a Call Queue
• Incoming calls and options in a call

▪ Resources and Support

▪ Q&A
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Introduction



Pilot Scope and Goals

Who’s participating

Expectations

Timelines

Video recording time: 00:00



What does this change mean for you?



Key Highlights

Video recording time: 1:30



MS Teams Overview



Overview

Teams

Your Phone Number

Calls

New chat

Search & 

commands

Profile Settings

Note: Outgoing calls to external parties Caller ID will show -First Name, Last Name and Number

Video recording time: 5:45



Teams Phone Calling

The Phone icon will allow you 

to make and manage phone 

calls within the app.

You can:

• Go to your call history to 

review your list of past 

calls (including missed 

calls) 

• Review messages and 

transcripts from calls

• Quickly call people that 

you previously saved to 

this list

Video recording time: 7:38



Making a Call

• Using the Dial Pad • Calling a user from a Chat 

Video recording time: 7:58



Incoming Calls
Video recording time: 8:44



In a Call

• Using the Dial Pad

• Putting a Call on Hold

• Transfer a Call

• Settings

• Mute

• End a Call

Video recording time: 9:50



Managing Speaker/ Mic Settings 

• Speaker Settings

• Microphone Settings

• Noise suppression

Video recording time: 11:00



Transfer a call
Video recording time: 11:40



Conference Calls

• Click the Calls icon on the left side of the application.

• In the dial pad, enter the names or phone numbers of the 
participants.

• Note: As you type names or numbers, a drop-down menu 
will appear with potential contacts to choose from.

• Click Call to start the conference

• A Teams calling window will open, and the calls will 

begin.

Video recording time: 12:31



Adding a participant to an active call

• While on a call, click the People icon.

• In the Invite someone or dial a number box, enter the 
name or phone number.

• Select the person from the search results to call them.

• They will be added to the call once they answer

Video recording time: 12:50



Voicemail

Voicemails at SFU are also transcribed and sent via email with an audio attachment.

Video recording time: 13:15



Managing Voicemail

• Manage voicemail greeting

• Greeting language

• What happens when a call is 
redirected to voicemail

• Manage out-of-office voicemail

Video recording time: 14:38



Call Handling and Forwarding
Video recording time: 15:25



Call Delegation
Video recording time: 15:53



Receiving calls as a delegate

• When a call comes in for the assigned 
person, a notification box will appear, 
along with a telephone icon next to 
their name.

• Note: Be cautious when answering 
calls as a delegate if the assigned 
person is in the office and working, 
as you might not need to answer their 
calls.

Video recording time: 16:32



Speed Dial
Video recording time: 17:16



Device Settings
Video recording time: 17:37



Hands on Demo

Video recording time: 18:00



Calling a Department



Departments with Auto Attendants and Call Queues

Call Queues that are Part of the Pilot

• Network Operations

• FASS

• Beedie School of Business

• IT Service Desk

• Payment Services

Video recording time: 48:33



Call Queue

Video recording time: 48:40



Calling a Department

Two ways to call a number in MS Teams:

• Dialing 5 digit extension

• Dialing the Department Name

Video recording time: 48:50



Receiving a Call from a Call Queue

Video recording time: 49:31



Headsets



Headsets

• Microsoft Teams for Calling supports both 
USB and Bluetooth-compatible headsets, 
including wired and wireless options, to 
ensure high-quality audio and reliable call 
performance.

• For optimal performance with Microsoft 
Teams Calling, please use headsets that are 
compatible with Teams. 

• SFU's eStore to order a headset:

Article - Peripherals and Accessories

Video recording time: 49:42

https://sfu.teamdynamix.com/TDClient/255/ITServices/KB/ArticleDet?ID=9313


Physical Handsets



Handsets 

Yealink MP54-VoIP Phone Yealink MP56-VoIP Phone

*handsets will be delivered to pilot users ahead of the transition date.

Video recording time: 50:05



Handset Feature Compare
Feature Yealink MP54 Yealink MP56

Display 4" Color Touchscreen
7" Color 

Touchscreen

Bluetooth Yes Yes

USB Ports 1 (USB-A) 2 (USB-A)

Headset Support Yes Yes

Programmable Keys
12 16

Expansion Module 
Support

No
Yes

Video Support No Yes

PoE Support Yes Yes

Price Range Budget Mid-Range

Yealink MP54-VoIP Phone

Yealink MP56-VoIP Phone

Video recording time: 50:27



Handsets

Yealink MP56Yealink MP54

MP56 E2 Teams Datasheet.pdfMP54 E2 Teams Datasheet.pdf

Video recording time: 50:37

https://1sfu.sharepoint.com/:b:/r/teams/MSTeamsPhoneProject-SFUTeams/Shared%20Documents/General/97%20-%20OCM/Training/SFU%20End%20Users%20Training%20Decks/Handset%20Data%20Sheets/MP56%20E2%20Teams%20Datasheet.pdf?csf=1&web=1&e=NeyEvI
https://1sfu.sharepoint.com/:b:/r/teams/MSTeamsPhoneProject-SFUTeams/Shared%20Documents/General/97%20-%20OCM/Training/SFU%20End%20Users%20Training%20Decks/Handset%20Data%20Sheets/MP54%20E2%20Teams%20Datasheet.pdf?csf=1&web=1&e=oTsLsx


Next Steps



Go Live

❑ Restart computer and sign into Microsoft Teams

❑ Set up Teams voicemail and record a greeting

❑ Check audio and headset settings:

❑ Connect and test headset or speaker/mic setup

❑ Set preferred audio device in Teams settings

❑ Run a Test Call in Teams to verify mic, speaker, and camera

❑ Adjust volume levels for clarity

❑ Ensure Bluetooth or USB devices are properly paired

Video recording time: 51:02



Resources and Support



Resources

• Quick Reference Guide: Comprehensive 
guide to help you navigate Microsoft Teams 
for Calling.

o Teams QRG For Calling

• Video Tutorials: Step-by-step video tutorials 
covering key features and functions.

o Overview of Teams Calls

• FAQs: Answers to common questions you 
may have.

o FAQs and Common Issues

• How-To Guides

o How-To Guides

Video recording time: 51:42

https://sfu.teamdynamix.com/TDClient/255/ITServices/Shared/FileOpen?AttachmentID=50d54de0-50c4-4bb6-9dff-488ab17c97d3&ItemID=10057&ItemComponent=26&IsInline=-1
https://support.microsoft.com/en-us/office/overview-of-teams-calls-425d6970-6e27-47b6-bc61-4c38fff51c4f
https://sfu.teamdynamix.com/TDClient/255/ITServices/KB/ArticleDet?ID=10056
https://sfu.teamdynamix.com/TDClient/255/ITServices/KB/ArticleDet?ID=10057


Support

Log a ticket on servicehub.sfu.ca 

ITS Client Portal Home

https://sfu.teamdynamix.com/TDClient/255/ITServices/Home/


Q &A

Video recording time: 52:38


