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If you’re using Microsoft Teams for voice, your reporting capabilities are somewhat restricted. 

You might think that’s a one-sided observation, but it’s widely agreed upon in the Microsoft 
community. 

Sure, you can get basic reports on call queues and auto attendants. And you’re probably familiar with 
the PSTN usage part of the Teams Admin Center.

Considering these reports come as part of the price of your calling plan license (Microsoft Calling Plan, 
Direct Routing, Operator Connect), it’s hard to argue with the value you’re getting here.

But that begs the question…could you be getting more value through more in-depth analytics? 

When making a business case for telephony analytics, there is a clear pattern. The more detail you 
get about your users, calls, and customers, the more empowered you are to make business-critical, 
revenue-generating, or cost-saving decisions. 

With the stock reports provided by Microsoft, you can only do so much.

“Customers coming from traditional phone systems are used to having 
detailed reporting at their fingertips. Teams provides a good level 
of reporting in the Teams Admin Center and Call Quality Dashboard. 
However, for some customers, these may lack the in-depth detail, 
frequency, and historic retention those customers need.”
Mark Vale, Microsoft MVP and Founder of Commsverse, the Microsoft Teams conference
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Limitations Of Out-Of-The-Box
Teams Reporting
When you enable PSTN calling in Teams, you get the following reports:

You can then choose to upgrade to Teams Premium. Here you get some extra detail:

• Audio quality alerts: get proactively notified when quality dips.

• Call Quality Dashboard: shows call and meeting quality at an org-wide level.

• Call analytics: shows information about devices, networks, connectivity, and call quality.

• Real-time analytics: time-based metrics for meetings and calls, with a 30-minute delay.

As you can see, the focus of native Teams call 
reporting is very much per call usage and whether 
the audio quality is hitting the expected service 
levels.

This is fine if that’s all you’re looking for in a call 
reporting suite. However, it’s only the tip of the 
iceberg when you explore what’s possible with third 
party applications.

If you’re looking for:

• Real-time dashboards and wallboards
• Average call volumes
• Average handle time
• Abandoned call recovery
• ACD/DND activity logs
• Call abandonment rate
• Occupancy rate
• Trend analysis
• Proactive suggestions for workforce 

management

Then these call quality reports don’t even scratch 
the surface.

View each call with 
timestamp

PSTN 
usage

Filter by 
date range
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What About The Graph API?
If you’re not familiar with the Graph API, it’s Microsoft’s public-facing API tool that provides access to 
data stored across Microsoft 365 services. Custom applications can use the Microsoft Graph API to 
connect to data and use it in custom apps.

The Graph API is great for many things:

• Automating user and group management
• Creating custom Teams integrations
• Managing SharePoint and OneDrive files
• Customizing Microsoft 365 groups
• Retrieving user analytics and insights

It’s the latter that appeals the most when exploring extra reporting capabilities. Yet, one of the biggest 
use cases is identifying things like trending documents, communication patterns, and collaboration 
statistics. Call reporting in Teams often gets left behind.

Sure, there are many businesses who simply don’t use traditional voice calls as much these days. They 
might not need genuine call reporting. But that doesn’t mean you, a company that thrives on data, 
predictable outcomes, and proactive monitoring, should miss out.

There are still many limitations when it comes to using the Graph API for reporting and analytics in 
Teams. 

For example, you need to have a solid understanding of coding and working with Graph API. It’s not as 
simple as plug, play, and work your way around a nice user interface. Instead, you must work with HTTP 
requests, headers, and function parameters.

If you’re a call center manager or someone tasked with working out when people are busy versus free, 
you likely don’t have these skills—nor the time to learn them.

And there’s no stock report you can dig into with Graph either. You can pull information to create a 
wallboard, but that information goes out of date quickly. A near-real-time wallboard has never been on 
anyone’s list of requirements when the option of real-time is simple to implement.

The API access from Microsoft is designed so you can create your own level of customization. By taking 
snippets of information and pulling them into custom-built data houses, it’s down to you to receive, 
translate, and present your findings.

A ready-made, real-time, purpose-built dashboard is what you’re really after. And you’re not alone.
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Demand For Teams Call Reporting

As a value-added reseller or service provider, if you don’t have real-time analytics, your total 
addressable market shrinks.

Migrating from Cisco CUCM to Teams shouldn’t mean you lose all sight of your analytics. But, if that’s 
the reality when customers discover they won’t get the basic reporting they’ve relied on for the past 
decade. 

Whether customers are operating an on-premises Mitel system or an AI-packed Dialpad UCaaS 
solution, when they make the decision to go all-in on Teams, it really needs to mean all-in. All but your 
call reporting and contact center analytics isn’t enough.

So migrating from these means the bar is set. You must provide a solution to replace (and improve) the 
existing reporting suite.

To win new customers and drive revenue, you must provide options like:

• Real-time call analytics for users, queues, and groups
• At-a-glance intuitive business insights
• A succinct view of the life of a call
• Advanced call reporting and analytics included in your total monthly costs

What customers want

Genuine real-time reporting

Full migration from PBX to Teams, inclusive 
of entire reporting suite

Trend analysis at the click of a button

Proactive monitoring and alerting 

Native analytics dashboard

30-minute delay

Part migration from PBX to Teams, lacking 
feature parity of reporting and analytics

Graph API access to power manual 
reporting 

After-the-fact notifications

Access via the teams Admin Center

What customers have
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Options For Teams Call Reporting
You’ve got several options here:

• Out-of-the-box

• Graph API in-house

• Graph API external support

• Third-party analytics

Out-of-the-box, we’ve covered the limitation of Teams call reporting. If call quality is your only concern, 
you’re catered for. For anything else, you’ll need to delve into the Graph API or a third-party provider.

If you have the expertise in-house, using the Graph API to create your own reports isn’t the worst idea 
in the world. However, it is time-consuming and you are reliant on Microsoft leaving the access open 
forever. This, itself, poses a considerable threat. In June 2023, Microsoft announced it was doubling the 
cost of objects copied through Microsoft Graph Data Connect from $0.375 cents to $0.75 cents per 1,000 
objects copied.

You could go down the route of employing a part-time consultant to create and run your Graph API 
call reports. You’ll be able to be prescriptive with your requirements, but this will come with significant 
costs. Compared to a third-party analytics suite, your upfront and ongoing costs aren’t comparable.

A third-party analytics suite, like that provided by Akixi, provides all the call reporting and call center 
analytics you need when using Teams as your phone system. What’s even more impressive is that 
you can optimize the end user experience by delivering an analytics service consumed entirely via the 
Microsoft Teams native app.
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Introducing Akixi’s Real-Time Teams Voice 
Reporting
In May 2024, we announced the general availability of CX Analytics for Microsoft Teams. 

Delivered via a single cloud platform, CX Analytics for Microsoft Teams includes several industry firsts:

• Akixi Bot Engine to provide deep real-time visibility of Teams calls and queues.
• Large-scale onboarding automation to rapidly deploy large numbers of business users within a 

multi-tier channel environment.
• Consistent reporting between a range of cloud platforms for hybrid use cases.
Built for service providers, rather than end users, expect to benefit from multi-tenancy, low touchpoints, 
and instant replication of real-time Teams call data in wallboards.

You get a 100% cloud-based analytics platform that means your customers can migrate to Teams, keep 
their existing call reports, and bolster the insights available through trend and pattern analysis.

“While there is revenue to be made from reselling Direct Routing and Operator Connect for 
Microsoft Teams, Service Providers are unlikely to garner the same margin as their home 
grown UCaaS offers. The introduction of Akixi’s CX Analytics for Microsoft Teams will 
empower Service Providers to not only close that revenue gap, but also to create tangible 
differentiation within their Direct Routing and Operator Connect offerings.”
Patrick Watson, Director of Research at Cavell

Built for enterprises

Designed for users and admins who will 
consume the service

Not suitable for channel

Single hierarchy

Suitable for irregular and non-urgent one-off 
changes

While scalable, often seen on a much smaller 
scale than service provider environments

Strict boundaries for roles and access

Single tenant deployment

Limited control

Designed for businesses that will support end 
users with multiple departments and groups

Possible to enable channel partners (and 
partners of channel partners)

Multi hierarchy

Best for moves, adds, changes, deletions at 
scale

Scalable and capable of handling high volumes

Flexibility for different channels to add value in 
customer management

Multi tenant deployment

Can grant granular access to enterprises

Built for service providers
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Ready to monetize services attached to Teams Phone?
Book your free online demo here

Wait, What About Historical Data?
With access to the very core of a Teams PSTN call, Akixi enables enriched historical data. This means 
taking basic call information like duration and destination and doing tons more with it.

You can chop up calls segment by call segment, for example. When reviewing what happened during 
a call and how it was handled, you get thorough insight without having to extract information and 
spend time on data analysis.

Our goal is to provide more correlation on complex call scenarios to make that more valuable to your 
end users.

Get insights like:

• Call path

• Resources used

• Periods of high call abandonment

• What call outcomes means for your bottom line

Delivering an extra $1 to $8 per seat per month, voice analytics stands out as the most obvious option 
to add to your Teams portfolio.

Customers need it.

You can provide it. 

It really is as simple as that.

https://akixi.com/book-a-demo/
https://akixi.com/book-a-demo/
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Get in touch

You can find out more at www.akixi.com

or contact our team who will be happy to help:

     +44 (0)1293 853060

     info@akixi.com
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