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Optimizing Microsoft Teams
Monitoring Insights

A Whitepaper by NiCE IT Management Solutions

This whitepaper explores how proactive
monitoring Microsoft Teams using the
NiCE Active 365 Management Pack for
Microsoft System Center Operations
Manager enhances collaboration and
communication in IT environments. The
whitepaper highlights the importance
of monitoring critical metrics, such as
call quality, user activity, and service
performance, to ensure seamless
operations. By leveraging advanced
monitoring tools, organizations can
detect issues in real-time, optimize
Teams usage, and improve overall
productivity. Through best practices
and insights, the paper demonstrates
how effective Teams monitoring can

drive operational excellence in hybrid IT
setups.
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Executive Summary

Microsoft Teams has become a cornerstone for modern
communication and  collaboration. To  ensure
uninterrupted  performance, organizations require
proactive monitoring solutions that address potential
issues before they impact operations.

The NICE Active 365 Management Pack empowers IT
teams with comprehensive insights into Teams
performance metrics, such as call quality, user activity,
and service health. By providing real-time alerts and
detailed reporting, this solution enables organizations to
maintain operational efficiency and deliver seamless user
experiences.

This whitepaper outlines how proactive Teams monitoring
not only enhances collaboration but also integrates
seamlessly with other Microsoft 365 services like
Exchange Online and SharePoint. Learn how businesses
can leverage these capabilities to support hybrid IT
environments, mitigate risks, and achieve their
communication goals with confidence.




Introduction

The Importance of Monitoring Teams in Modern IT Environments

In today's hybrid work environments, Microsoft Teams plays a vital role in enabling collaboration
and communication. However, performance issues can hinder productivity and user satisfaction.
Proactive monitoring is essential to ensure high-quality user experiences by addressing potential
issues before they impact operations.

Overview of Active 365 Monitoring with NiCE

The NiCE Active 365 Management Pack delivers advanced monitoring tools to enhance Teams'
performance. It enables real-time tracking of key metrics, such as call quality and service health,
ensuring Teams remains a reliable collaboration platform. Fully integrated with the Microsoft
ecosystem, this Management Pack improves visibility and control, helping organizations sustain
effective communication workflows.

NiCE Active 365 Monitoring ensures smooth operation of Microsoft 365 services by offering
comprehensive insights into infrastructure performance. With detailed monitoring of Teams'
metrics, such as collaboration performance and service health, it empowers organizations to swiftly
address potential issues.

In this whitepaper, we will delve into the capabilities of the NiCE Active 365 Management Pack for
Microsoft Teams monitoring. We will explore its features, including real-time service health
tracking, call quality monitoring, and collaboration insights, all aimed at improving the
performance and reliability of Microsoft Teams. By leveraging this solution, organizations can
proactively manage Teams' infrastructure and ensure a seamless communication experience for
users.

‘M} Page 4




Key Areas of Teams Monitoring

Proactive monitoring of Microsoft Teams focuses on critical factors that directly affect user
experience, communication quality, and operational efficiency.

Call Quality and Communication Metrics

Real-time monitoring of key factors like network latency, bandwidth, device compatibility, and
server performance ensures a smooth user experience. Metrics such as jitter, latency, and packet
loss are tracked to identify and resolve issues affecting call quality and meeting performance. These
insights enable IT teams to address challenges like unstable network connections or hardware
limitations before they impact users.

Service Health and Availability

Monitoring the health of backend services and system components ensures Teams remains fully
operational. Proactive tracking helps identify potential outages, slowdowns, or disruptions before
they affect users, ensuring consistent service availability.

Collaboration Activity and Insights

Metrics on user activity, including file-sharing patterns, message delivery times, and channel usage,
provide valuable insights into how Teams is used. These insights allow IT teams to optimize
collaboration workflows, allocate resources efficiently, and improve overall productivity.

Integration with Microsoft 365 Services

Seamless integration with Exchange, SharePoint, and OneDrive provides a unified view of the
organization'’s collaboration ecosystem. Monitoring these interdependent services ensures optimal
performance across all platforms, reducing the risk of cross-service disruptions.

Security and Compliance Monitoring
Proactively monitoring security configurations and compliance settings safeguards sensitive data.

Alerts on unusual access patterns, failed login attempts, or misconfigurations help mitigate security
risks and ensure compliance with organizational policies and regulatory standards.
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Use Cases for Teams Monitoring

Effective monitoring of Microsoft Teams is crucial for optimizing collaboration, ensuring high-
quality communication, and minimizing service disruptions. Below are specific use cases
highlighting how NICE Active 365 Management Pack addresses common challenges and enhances
Teams monitoring:

Ensuring High-Quality User Experiences

Poor call quality or delayed message delivery can disrupt workflows. By monitoring key
communication metrics such as jitter, latency, and packet loss, IT teams can quickly identify issues
affecting call quality. This enables them to resolve problems proactively, ensuring smooth
communication and reducing disruptions during meetings or calls.

Root Cause Identification and Troubleshooting

One of the key capabilities of the Management Pack is identifying the root causes of service
disruptions. For example, if users experience poor call quality, the Management Pack helps
pinpoint the underlying issues such as network latency, bandwidth problems, or device
compatibility, allowing IT teams to troubleshoot and resolve issues efficiently.

Minimizing Downtime and Disruptions

Unplanned service interruptions can halt critical business operations. Monitoring service health
allows IT administrators to detect potential outages or slowdowns before they affect users.
Proactive tracking ensures minimal downtime, allowing administrators to take corrective actions
in advance.

Optimizing Resource Allocation

Monitoring collaboration metrics, such as channel usage, file-sharing activity, and meeting
frequency, helps IT teams optimize resource allocation. By analyzing this data, teams can make
adjustments to system configurations to meet user needs, improving performance and overall
system efficiency.
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Enhancing Security and Compliance

Monitoring user access, guest activities, and security configurations is essential to protecting
sensitive data. Alerts on unauthorized access or misconfigurations help maintain a secure
environment and ensure compliance with organizational security policies.

Supporting Hybrid Work Environments

In hybrid setups where employees work from multiple locations, consistent performance is
essential. Monitoring Teams performance across various devices and network conditions ensures
that both remote and in-office employees experience seamless service.

Integration with Broader IT Ecosystems

Teams operates within a broader Microsoft 365 ecosystem. By monitoring interactions between
Teams and services like Exchange, SharePoint, and OneDrive, IT teams can ensure that all platforms
are working optimally and prevent disruptions that could affect overall system reliability.
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Benefits of Teams Monitoring

Proactively monitoring Microsoft Teams offers several key advantages, benefiting both IT teams
and end users. By staying ahead of potential issues, organizations can optimize performance,
ensure security, and improve overall user satisfaction.

Minimized Downtime

By identifying and addressing issues early, proactive monitoring reduces the risk of service
interruptions. IT teams can resolve problems before they escalate into larger disruptions, ensuring
that Teams remains available and reliable for users.

Improved User Experience

Proactive monitoring provides insights into call quality and service performance, allowing IT teams
to fine-tune and optimize the Teams environment. This ensures that users experience smooth,
uninterrupted communication during meetings and calls, contributing to overall satisfaction.

Streamlined IT Operations

The Active 365 Management Pack enables IT teams to leverage diagnostic tools for more efficient
troubleshooting. By identifying root causes quickly, teams can resolve issues faster, reducing the
time spent on support and increasing the overall efficiency of IT operations.

Enhanced Productivity

With minimal disruptions to Teams service, end users can focus on their work without being
hindered by technical issues. Proactive monitoring ensures that the collaboration environment
remains stable and conducive to high productivity levels.

By using the Active 365 Management Pack, organizations can gain all these benefits, fostering an
environment where Teams operates smoothly and securely, while driving greater operational
efficiency.
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Security Insights for Teams Monitoring

In addition to optimizing performance and collaboration, proactive monitoring of Microsoft Teams
plays a critical role in ensuring the security of organizational data and compliance with security
policies. By integrating security insights into Teams monitoring, IT teams can safeguard sensitive
information and mitigate risks.

Identifying Unauthorized Access Attempts and Unusual Login Patterns

Proactively monitoring login attempts helps detect unauthorized access and unusual login
patterns that could indicate a security breach. Alerts on failed login attempts, unfamiliar IP
addresses, or multiple failed logins help IT teams respond quickly to potential threats and take
preventive action before any damage is done.

Monitoring Compliance with Organizational Security Policies

Teams monitoring ensures compliance with organizational security policies by tracking user
behavior and access levels. IT teams can ensure that sensitive data is only accessible to authorized
users and that company-wide security protocols are followed consistently, reducing the risk of
data breaches or non-compliance.

Tracking Secure Sharing and Collaboration Practices

Monitoring secure sharing and collaboration practices within Teams helps prevent unintentional
data leaks and ensures that organizational data is shared safely. By tracking file-sharing activity,
access permissions, and the use of external collaboration tools, IT teams can enforce secure sharing
practices, keeping sensitive information within the organization’s control.

Integrating security insights into the Teams monitoring process enables organizations to
proactively address security risks, maintain compliance, and ensure secure collaboration. This
comprehensive approach not only enhances the operational experience but also fortifies the
security of Microsoft Teams environments.
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NiCE Active 365 Management Pack for Teams
Monitoring

The NiCE Active 365 Management Pack for Teams Monitoring delivers a powerful, scalable
solution for monitoring Microsoft Teams within System Center Operations Manager (SCOM). This
integration is designed to improve performance, availability, and reliability, ensuring Teams
remains a highly effective tool for collaboration and communication in modern enterprises.

With deep insights into service health, call quality, and collaboration metrics, the management
pack empowers organizations to maintain peak operational efficiency while proactively addressing
potential issues. It offers tools to identify and resolve problems quickly, minimizing disruptions for
users across different environments.

One of the standout features of the NiCE Active 365 Management Pack is its ability to monitor
critical Teams performance metrics like call quality and meeting performance. It provides detailed
reporting on KPIs such as jitter, latency, packet loss, and service availability, enabling IT teams to
address root causes of performance issues, such as network instability or service outages. These
capabilities ensure a smooth user experience by allowing proactive issue resolution before they
escalate.

The Management Pack also supports troubleshooting strategies through real-time monitoring of
Teams services. Administrators can continuously monitor the system'’s health, leveraging these
insights to quickly identify and address problems. This level of responsiveness helps reduce
downtime and maintain consistent collaboration workflows.

Features Tailored for Microsoft Teams

The NIiCE Active 365 Management Pack includes advanced features specifically designed to
manage and optimize Teams environments. These include:

¢ Real-Time Call Quality Monitoring: Tracks essential metrics to ensure voice and video
calls maintain high quality, minimizing lag, distortion, or call dropouts.

e Service Health Monitoring: Provides alerts for service disruptions, helping IT
administrators proactively address potential issues impacting communication or
collaboration.
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https://www.nice.de/microsoft-teams-monitoring/?utm_source=f&utm_medium=s&utm_campaign=Teams-F#Features

e Usage and Collaboration Insights: Tracks active users, meeting frequency, and
collaboration trends. This data helps organizations optimize Teams usage, scale resources
effectively, and improve workflows.

By offering detailed performance metrics and collaboration insights, the pack ensures Teams is
consistently aligned with organizational needs.

Active Integration with Microsoft 365 Services

Beyond Teams, the NIiCE Active 365 Management Pack integrates seamlessly with other key
Microsoft 365 services like Exchange Online, SharePoint, and OneDrive. This comprehensive
approach provides IT teams with a unified view of their communication and collaboration
ecosystem.

Key Integration Benefits

e Comprehensive Service Health Monitoring: Centralized insights into the health of
Microsoft 365 platforms.

¢ Enhanced Security Posture: Ensures secure identity synchronization with Entra ID while
proactively detecting vulnerabilities.

e Streamlined Operations: Unified dashboards and comprehensive reporting optimize
workflows across hybrid IT environments.
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Conclusion

The NiCE Active 365 Management Pack provides organizations with a comprehensive solution
to optimize Microsoft Teams, enhancing both operational efficiency and security. By offering
advanced monitoring capabilities, it ensures seamless communication, smooth collaboration, and
proactive issue detection. Teams' performance is continuously monitored, allowing IT teams to
identify and resolve potential problems before they impact users, reducing downtime and
maintaining high levels of service reliability.

In addition to optimizing performance, the Management Pack plays a crucial role in enhancing
security. It monitors unauthorized access, tracks compliance with organizational security policies,
and ensures secure sharing practices within Teams. These security features not only protect
sensitive information but also help organizations maintain compliance with industry regulations.

As businesses increasingly rely on Microsoft Teams for remote work and collaboration, the need
for continuous monitoring becomes paramount. The NiCE Active 365 Management Pack delivers
the necessary insights and tools to achieve optimal performance and security, ensuring that Teams
remains a reliable and secure platform for all communication and collaboration needs.

With its combination of performance optimization and robust security monitoring, the NiCE Active
365 Management Pack is an indispensable tool for any organization leveraging Microsoft Teams
as a core part of their operations.
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About NiCE

NIiCE Services for Microsoft System Center encompass consulting services tailored to System
Center Operations Manager, Configurations Manager, and Service Manager. Our offerings include
SCOM Health Assessments, advice and provisioning for third-party SCOM tools, as well as SCOM-
centric monitoring solutions for business elements such as applications, databases, operating
systems, services, and custom applications.

NiCE Management Packs for SCOM and Azure Monitor SCOM Managed Instance (SCOM M)
are available for AIX, Azure AD Connect, Entra ID, Citrix VAD & ADC, Custom Applications, HCL
Domino, IBM Db2, IBM HMC & VIOS, IBM Power HA, Linux on Power Systems, Log Files, Microsoft
365, Microsoft Teams, Microsoft SharePoint, Microsoft Exchange, Microsoft OneDrive, Mongo DB,
NetApp ONTAP, Oracle, Veritas Clusters, VMware, VMware Horizon, and zLinux.

Our commitment

1. Ongoing development, incl. latest version support
2. Top required metrics come out-of-the-box

3. Integrated source knowledge to solve issues faster
4. Custom development & coaching

5. Highly responsive support team

6. Easy onboarding & renewals

7. Largest set of Microsoft SCOM Management Packs

About Microsoft System Center Operations Manager (SCOM)

Microsoft SCOM is a powerful IT management solution designed to help organizations monitor,
troubleshoot, and ensure the health of their IT infrastructure. SCOM provides comprehensive
infrastructure monitoring, offering insights into the performance, availability, and security of
applications and workloads across on-premises, cloud, and hybrid environments. With its robust
set of features, SCOM enables IT professionals to proactively identify and address potential issues
before they impact the business, improving overall operational efficiency and reducing downtime.
By leveraging SCOM, businesses can achieve greater control over their IT environment, ensuring a
seamless user experience and enhancing the reliability of their services.

Take advantage of all the benefits of advanced monitoring using NiCE Management Packs for
Microsoft System Center Operations Manager. Contact us at solutions@nice.de (EMEA, APAC), or
solutions@nice.us.com (US, LATAM) for a quick demo, and a free 30 days trial.

NiCE IT Management Solutions GmbH NiCE IT Management Solutions Corporation
Liebigstrasse 9 3478 Buskirk Avenue, Suite 1000

71229 Leonberg Pleasant Hill, CA 94523

Germany USA

www.hice.de Www.nice.us.com

solutions@nice.de solutions@nice.us.com
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