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ORDER PHASE OVERVIEW

 Uniti Solutions Responsibilities:

•	 Uniti Solutions Sales Engineers and onboarding 
specialists align with your designated 
team and create an order package upon 
acceptance of the Uniti Solutions quote.

•	 An enterprise sales coordinator and technical 
design engineer review the solution to ensure 
all details are complete and accurate

Your Responsibilities:

•	 Collaborate with sales to provide a complete, 
accurate scope of needs and required outcomes.

•	 Provide preliminary technical and 
configuration details and supply all 
configuration/programming information in 
the format specified by Uniti Solutions.

•	 Confirm assembly of the project team, including 
a Microsoft Teams administrator, customer’s 
project manager, technical site contact(s) 
per location, subject matter experts, at least 
one security contact authorized to make 
firewall policy change requests, technical 
resource(s) for test and turn-up, operations .

PROCESS PHASE OVERVIEW

 Uniti Solutions responsibilities:

•	 Uniti’s technical and solution experts 
review all order components, collaborate 
with your team to design the solution, 
and begin provisioning planning.

 

Your responsibilities:

•	 Actively participate in provisioning, configuration, 
and scheduling; provide project timing 
constraints such as holidays, after hours windows, 
blackout dates, contractual commitments, 
and available implementation resources.

•	 Coordinate with your phone system and IT/
data vendor/contacts to work with the 
service delivery activation technician.

Uniti Solutions Service Delivery Overview And Expectations
Thank you for choosing Uniti Solutions for Voice Calling with Microsoft 
Teams. This guide outlines the standard onboarding phases, responsibilities, 
timelines, and service-specific requirements to ensure smooth 
implementation, activation, and ongoing management of your solution.
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INSTALL PHASE OVERVIEW
 Uniti Solutions Responsibilities:

•	 Service delivery implementation teams are 
assigned to oversee and coordinate the 
successful delivery of solutions, reviewing 
solution documentation and managing lifecycle 
from provisioning through activation. 

•	 Provisioning teams design, build, and 
configure services to specifications.

•	 If professional installation was purchased 
from Uniti, Uniti will install any required onsite 
device(s) (e.g., desk/conference phones) rented 
from Uniti. Uniti will not install or configure 
any customer-provided equipment.

•	 Upon completion of installation, your order 
is sent to billing to begin invoicing.

Your Responsibilities:

•	 If professional installation is not purchased, 
install any required onsite device(s) (e.g., 
desk/conference phones rented from Uniti), 
including all customer-provided equipment.

•	 Provide Wi-Fi SSID and password to installation 
technicians if not performing self-install required 
for any Wi-Fi connected phones rented from Uniti.

ACTIVATE PHASE OVERVIEW

 Uniti Solutions Responsibilities:

•	 Coordinate scheduling for number porting (if 
applicable) and service activation with your team.

Your Responsibilities:

•	 Confirm porting details, directory 
listings, and provide recent bills for any 
numbers to be ported, as applicable.

•	 Log into your devices with Teams credentials as 
provided by your Microsoft Teams administrator.

COMPLETE PHASE OVERVIEW

After activation, your account transitions to 
maintenance and support under Uniti Solutions’ 
Service Assurance and Customer Care team, with 
access to the U Connect customer portal for billing.

Your Responsibilities:

•	 Access the U Connect portal to 
become familiar with its features and 
to monitor your service’s billing.

•	 Self-service administration is performed 
in the Teams Admin Center or the iPilot 
portal, depending on the task.
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BILLING COMMENCEMENT POLICY
 Key Dates:

•	 Uniti Solutions Commit Date: Target date 
for service delivery based on Uniti capability 
and your timeline; subject to change.

•	 Customer Early Accept Date: The earliest 
date you can accept service(s) based on your 
readiness; may precede the Commit Date.

•	 Billing Commencement Date: Date when 
service term and billing begin; can coincide 
with Commit Date or Early Accept Date.

 

Notices:

•	 Commit Date Notice is sent after the 
introduction call with the agreed Commit 
Date and acceptance confirmation.

•	 Order Completion Notice is sent at the ‘Complete’ 
stage, confirming the official billing cycle start date.

GENERAL RESPONSIBILITIES FOR ALL SOLUTIONS

Project Management Team
•	 Identify and provide contact details for: MS Teams administrator, project manager, technical site 

contact for each location, SMEs, security contacts authorized for firewall policy changes, test/
turn-up technical resources, operations contacts, billing contacts, and scope change contacts.

•	 Provide project timing constraints for implementation planning.

•	 Supply configuration and programming information in the Uniti format 
and actively participate throughout implementation.

•	 Provide a change control window for maintenance.

Customer-Provided Equipment
•	 All CPE provided by the customer is the responsibility of the customer to provide, configure, install, 

manage, maintain, repair and replace. Uniti offers no support for customer-provided equipment.

LAN
•	 Provide suitable location, space, power, lighting, and environment for any devices (e.g., PoE switches if 

deploying desk/conference phones); ensure inside wiring, extensions, and cross-connections as needed.

•	 Provide hand-off details to managed devices: physical media and ports, Layer 2 
VLAN specs, Layer 3 protocol/IP subnets (public/private), DHCP and DNS details, 
and ensure connectivity/access through your LAN environment.

•	 Disable SIP ALG on network edge devices to prevent VoIP signaling issues.

•	 Ensure at least 100 Kbps per concurrent voice call on LAN/WAN; more 
bandwidth is needed for additional functions (e.g., video).

WAN
•	 Provide circuit details (bandwidth, provider, hand-off), and test/turn up circuits 

from carrier prior to implementation to ensure functionality.

•	 For resilience, consider SD-WAN with diverse IP connections for continuity.
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Inside Wiring And Demarcation Extensions
•	 If access was purchased, Uniti Solutions is responsible for wiring to the installed 

Network Interface Device (NID) up to 100 feet; wiring inside walls or under the 
building is your responsibility (or landlord in multi-tenant scenarios).

•	 If unsure about wiring or demarc sufficiency, request a Professional Services assessment.

Battery Backup Devices
•	 UPS devices purchased from Uniti are your property to manage/maintain, including warranty 

interactions; payments continue even if UPS fails before contract term end when amortized in MRC.

VOICE CALLING WITH MICROSOFT TEAMS  
Service-Specific Responsibilities And Details

OFFER OVERVIEW
 Voice Calling with Microsoft Teams from Uniti requires:
•	 Microsoft Teams license (customer may bring their own or obtain via Uniti).

•	 Microsoft Teams Phone license (customer may bring their own or 
obtain via Uniti; may be bundled with Teams license).

•	 Uniti Calling Plan (required and may be bundled with Microsoft licensing from Uniti).

•	 Optional desk/conference phones available to rent from Uniti.

Uniti has partnered with an Operator Connect service provider (hereafter “partner”) to deliver a cloud-
native platform for deploying/managing Teams and enabling Uniti PSTN calling via the iPilot Portal.

The iPilot Portal streamlines number assignments, license provisioning, and provides an administrative 
shortcut to configure PSTN service and certain Teams settings without using the Teams Admin Center.

Implementation And Support Model
Implementation:

•	 Provisioning and baseline configuration completed for customers as part of setup by Uniti’s partner 
(remote deployment, management, integration, and/or support for services within scope).

•	 Customer’s Global Teams Admin is required for configuration. Partner’s assistance consists of a 
screenshared session with the customer admin, who makes all configuration changes in Microsoft Teams. 
Uniti’s Operator Connect partner does not have direct access to the customer’s Teams tenant. 
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Post-install:

•	 Delivered under a self-service model, customers may purchase professional 
services packages or ad-hoc time & materials support.

•	 Customers configure services in the Microsoft Teams Admin Center; iPilot Portal 
includes API-based functionality to update Teams Admin Center settings.

•	 Any Moves, Adds, and Changes (MACs) shall be accompanied by an order upon Uniti, including new site(s), 
new calling plan(s), new phones/devices, and permanent move of a user from one location to another.

•	 All customer requests post-install for Auto Attendants (AAs), Call Queues, and 911 locations 
are billable MAC activities and will be billed at a fixed rate as per Service Terms.

•	 Uniti will provide Repair and Replacement (RMA) support for equipment rented 
from Uniti Solutions. All customer-provided equipment is excluded.

•	 Uniti Customer Support 1-800-600-5050.

Scope And Exclusions:

•	 Partner’s SOW covers remote deployment and support activities; onsite professional services are out of scope.

•	 Support from Uniti is limited to the iPilot Portal and any Microsoft licensing sold by 
Uniti; Uniti does not support your entire Microsoft 365 environment nor take ownership 
of existing Microsoft licenses from other Cloud Solutions Providers, CSPs.

Product Rules
•	 Customers may bring their own Microsoft licensing and can use multiple 

CSPs; existing licenses remain with the current CSP.

•	 Uniti price quotes include a Uniti Calling Plan; Uniti does not sell Microsoft 
licensing or handsets/devices without at least one Uniti Calling Plan.

•	 Uniti can provide PSTN calling only for customers that already have all required Microsoft licensing, if desired.

•	 All new sales include a required implementation charge.

Emergency Services (Dynamic E911)
•	 Uniti’s Teams solution supports Dynamic E911, mapping user connections to IP 

subnets, Wi-Fi APs, or Ethernet switch ports for location identification.

•	 Uniti’s Operator Connect partner assists with 911 site setup during implementation; 
customers are responsible post-install for managing specific mapping of subnets and 
wireless access points to “places” within sites via Microsoft Admin tools.

•	 Post activation, Customers must maintain accurate emergency locations for users and 
notify Uniti/partner of site changes affecting emergency services mappings.

Customer Responsibilities (Teams-Specific)
•	 Appoint a primary customer point of contact/project manager with sufficient technical skills to assist project 

progress, approve schedules, implementation, and acceptance tests. This is typically the Global Teams Admin.

•	 Promptly provide technical specifications of your equipment and network for partner 
to deliver professional services; ensure resource availability during implementation, 
maintenance, integration, testing, turn-up, and change requests.

•	 Provide and maintain a properly configured, high-performance, enterprise-grade 
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broadband IP network and connection; maintain your network, devices, hardware, 
third-party interconnections, applications, equipment, and/or facilities.

•	 Notify Uniti’s Operator Connect partner in writing of any change to the original in-scope statement of 
work; changes will be reviewed and coordinated, with impacts assessed and plans updated as needed.

•	 Manage user 911 locations and mappings via Microsoft Admin tools post-install; 
this is a billable service if requested from Uniti or Uniti’s partner.

•	 Use the iPilot Portal and Microsoft Teams Admin Center for number assignments, 
licensing, and service configurations; leverage Microsoft’s and Operator 
Connect partner’s knowledge bases for administration guidance.

LAN/WAN And Site Readiness For Teams Devices
•	 Provide PoE switches or power supplies for IP phones if using desk/conference phones; ensure each phone 

has a direct cable back to the switch (no daisy-chaining), and switches have GigE to support GigE phones.

•	 Special devices (door boxes, paging, fax, alarms, modems, WAN devices) are not integrated into the solution.

•	 Confirm all numbers (including toll-free) for porting and provide recent bills; ensure at least 100 Kbps 
per call on LAN/WAN for voice, with higher bandwidth for video scenarios as recommended.

•	 Ensure your network and locations are properly configured to support VoIP services; consult Uniti’s 
best practices via U Connect resources for firewall enablement and technical guidelines.

Change Management Process
•	 Communicate changes to project scope to Uniti Service Delivery Project Coordinator who will coordinate 

with Uniti’s partner accordingly for review and impact assessment to develop a revise plan and SOW.

•	 Requests for changes to the Scope of Work will be processed via a change request form or SOW amendment.

Service Delivery And Support Structure (Teams)
Pre-engage/Assess:

•	 Identify key business stakeholders, gather environment information, research challenges/
opportunities, estimate scope hours, and provide total cost estimates for approval.

Plan and execute:

•	 Approve and sign SOW; Uniti’s Operator Connect partner provides plans/schedules 
as needed and executes the requested services to complete work.

Number Porting And Directory Management
•	 Supply all telephone number information for voice services. If porting, provide 

signed LOA, CSR from current carrier (if requested), desired actions for all numbers 
(port/remain/disconnect), and any host account or BTN details.

•	 Confirm directory listings for all numbers and ensure accuracy prior to activation.
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TRAINING AND RESOURCES

Utilize Microsoft’s and partner’s knowledge bases 
for administration and user training:

•	 Microsoft Teams Support/Knowledge Base

•	 iPilot Support/Knowledge Base

Training Resources:

•	 On-Demand Teams Admin Training

•	 On-Demand Teams User Training

•	 Teams Phone Feature Overview

Account Configuration Resources:

•	 Set up Auto Attendant

•	 Set up Call Queue

•	 Set up Voicemail

•	 Call Sharing and Group Call Pickup

•	 Configuring Calling Policies

•	 Setting up Intelligent Recap for Calls and Meetings

•	 Managing Emergency Locations

Licensing readiness:

	□ Confirm availability of Microsoft Teams 
and Teams Phone licenses (bring-your-own 
or via Uniti) prior to implementation.

Calling plan:

	□ Ensure your Uniti Calling Plan is included 
on the quote and ordered; international 
calling is blocked by default initially.

Network readiness:

	□ Provide enterprise-grade broadband IP 
connectivity, disable SIP ALG, and ensure 
bandwidth per call requirements.

Emergency services:

	□ Verify site setup for Dynamic E911 during 
implementation and prepare to maintain 
subnet/AP-to-place mappings afterward.

Administration readiness:

	□ Identify admins for Teams Admin Center and 
iPilot Portal; plan for self-service configurations 
or engage professional services as needed.

Numbering and directory:

	□ Prepare LOAs, CSRs, and porting actions for 
all numbers; confirm directory listings.

Key Expectations And Readiness Checklist (Teams)

Notes And Assumptions
•	 Customer has hardware, devices, interconnections, and software licenses/installations required 

for the project; in-scope services will be carried out remotely by Uniti’s partner.

•	 Changes to project scope should be communicated to Uniti Service Delivery Project Coordinator 
for review. Impacts will be assessed and addressed via change request or SOW amendment.

https://support.microsoft.com/en-us/teams
https://docs.ipilot.io/
https://learn.microsoft.com/en-us/microsoftteams/itadmin-readiness
https://adoption.microsoft.com/en-us/user-training/?filter=microsoft-teams
https://learn.microsoft.com/en-us/microsoftteams/here-s-what-you-get-with-phone-system
https://learn.microsoft.com/en-us/microsoftteams/create-a-phone-system-auto-attendant
https://learn.microsoft.com/en-us/microsoftteams/create-a-phone-system-call-queue
https://learn.microsoft.com/en-us/microsoftteams/set-up-phone-system-voicemail
https://learn.microsoft.com/en-us/microsoftteams/call-sharing-and-group-call-pickup
https://learn.microsoft.com/en-us/microsoftteams/teams-calling-policy
https://learn.microsoft.com/en-us/microsoftteams/intelligent-recap-calls-meetings
https://learn.microsoft.com/en-us/microsoftteams/add-change-remove-emergency-location-organization

