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• Users will be able to differentiate incoming calls from a call queue

before they answer the call

• Along with the name and/or number of the caller, each call will include

information about who the caller was trying to reach, giving users a

better context for addressing the caller

 Click Accept
 Click Decline call to decline the call 

• Once a call queue call is answered, the user can process the call like any 
other call — they can add or conference in another user or transfer the 
call to another party

• Agents are not notified of any missed calls or voicemails for call queue 
calls

How to opt-in and opt-out of a Call Queue.  

• Click Settings

• In the left column, select Calls

• Scroll to the bottom of the settings and use the
toggle to turn on or off the call queue

to answer with audio

Note:  This option must be enabled in the Teams 
Admin Portal. 

Answering Call Queue Calls in Microsoft Teams
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