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Voice Mail Connectivity to the 
Cisco CallManager

As the size or number of clusters in an enterprise increases, the likelihood that an 
administrator needs to deploy multiple voice messaging systems also increases.

The Cisco CallManager supports the increasing number of voice messaging 
systems and provides configuration of message waiting indicators for users 
sharing line appearances.

This section describes the following topics:

• Voice Mail System Access, page 22-2

• Voice Mail Pilot Numbers, page 22-2

• Voice Mail Profiles, page 22-3

• Call Forwarding in a Multiple Voice Messaging System Environment, 
page 22-4

• Message Waiting, page 22-5

• Message Waiting Indication, page 22-6

• Voice Mail Interfaces, page 22-7

• Where to Find More Information, page 22-8
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Voice Mail System Access
Voice Mail System Access
For directly-connected voice messaging systems, Cisco CallManager supports the 
provisioning of voice messaging ports, to which Cisco CallManager 
Administration assigns directory numbers. Administrators typically forward one 
voice messaging port directly to another voice messaging port, so that if multiple 
users attempt to access a voice messaging system at the same time, all of them can 
find an available port from which to access the voice messaging system.

No matter which voice messaging port is actually used to place the call, when 
users attempt to access their voice messages, however, they dial the directory 
number associated with the first voice messaging port in the forwarding chain. 
This directory number is called a voice messaging pilot number.

For gateway-based voice messaging systems, Cisco CallManager supports the 
provisioning of route lists. When a user calls the route list number, it, in turn, 
offers incoming calls to each port of the voice messaging system using their 
search algorithm. For gateway-based voice messaging systems, the voice 
messaging pilot number is that of the route list itself.

Calls to directory numbers associated with voice messaging systems cause the 
called voice messaging systems to handle the call. When calls are made directly 
to voice messaging systems, they usually prompt the user for mailbox and 
password information for message retrieval. Users may reach a voice messaging 
system either by specifically entering the voice messaging pilot number, if known, 
or by pressing the messages button on a Cisco 7900 series IP Phone. When a user 
presses the messages button, a call is established from the user to the voice 
messaging pilot number that the administrator has configured against the line, or 
each line of a device, that is currently in use on the Cisco IP Phone. When the 
active line has no voice messaging pilot number configured, Cisco CallManager 
directs voice mail calls to a default voice messaging pilot number configured as a 
service parameter in Cisco CallManager Administration.

Voice Mail Pilot Numbers
The Voice Mail Pilot Number is the directory number you dial to access your 
voice messages. Cisco CallManager automatically dials the voice messaging 
number when you press the Messages button on your phone. Each pilot number 
can belong to a different voice mail messaging system.
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Voice Mail System Access
The voice messaging number is defined in the Voice Mail Pilot Configuration 
window of the Cisco CallManager Administration.

There is a default Voice Mail Pilot Number in the Cisco CallManager. You may 
create a new default, which replaces the current default setting.

Refer to the “Cisco Voice Pilot Configuration” of the Cisco CallManager 
Administration Guide.

Voice Mail Profiles
Voice Mail Profiles allows you to define any line-related voice mail information 
associated to a directory number, not a device. The Voice Mail Profile contains the 
following information:

• Voice Mail Profile Name

• Description

• Default (checked if this particular profile is the default profile)

• Voice Mail Pilot Number

• Voice Message Box Mask

Different lines on a device can have different Voice Mail Profiles. For example, 
an administrative assistant phone can have a second line for the manager, which 
routes to the manager’s voice messaging system. The administrative assistant’s 
line routes to their own voice messaging system.

A predefined Default Voice Mail Profile automatically gets assigned to lines when 
the administrator adds a line. When you search for Voice Mail Profiles, “default” 
appears beside the profile name within the list.

A voice mail profile takes precedence over other settings when routing calls to a 
voice messaging system.

Refer to “Voice Mail Profile Configuration” in the Cisco CallManager 
Administration Guide.
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Call Forwarding in a Multiple Voice Messaging System Environment
Call Forwarding in a Multiple Voice Messaging 
System Environment

Voice messaging systems supports maximum number of users just as 
Cisco CallManager supports a maximum number of users.

To ensure that calls are forwarded to the voice mail system associated with the 
user for who a voice message is intended, the Call Forward feature is modified 
when calls are forwarded to voice mail systems.

Cisco CallManager supports multiple voice message pilot numbers (profiles). 
Each of the pilot number can belong to a different voice mail system. The voice 
message pilot profile is configured on a line-by-line basis. Cisco CallManager 
forwards a voice mail call to the voice mail system of the original redirect 
endpoint (directory number) if it has the voice message pilot profile. There is one 
limitation for inter-cluster call forwarding.

For call that is forward across a cluster and then forward to voice mail, 
Cisco CallManager forwards a call to the voice mail system of the last redirect 
endpoint in the other cluster. The reason is that Cisco CallManager does not have 
the voice message pilot profile of the original endpoint in the other cluster.

The Directory Number Configuration window of the Cisco CallManager 
Administration contains Call Forward and Pickup Settings. By selecting the Voice 
Mail check box, Cisco CallManager can Forward All, Forward Busy, or Forward 
No Answer to all devices for the selected voice mail profile.

Examples

Intra-cluster call forwarding chains where the final forwarding phone has used the 
Forward To Voice Mail option

A call forwards-all from a phone served by one voice messaging pilot to a phone 
served by another voice messaging pilot. The second phone forwards to voice 
mail. Cisco CallManager shall deliver the call to the voice messaging pilot 
number associated with the first phone.
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Message Waiting
Intra-cluster call forwarding chains where the final forwarding phone has not used the 
Forward To Voice Mail option

A call forwards-all from a phone served by one voice messaging pilot to a phone 
served by another voice messaging pilot. The second phone forwards to voice 
mail, but the voice mail pilot number was entered as a specific numerical 
destination and not as a forward to voice mail. Cisco CallManager shall deliver 
the call to the voice messaging pilot number associated with the last phone.

Intra-cluster call forwarding chains with CTI

A call arrives at a phone, which forwards to WebAttendant, the calling user 
dials-by-name, and Cisco CallManager extends the call to a destination. The 
destination forwards to voice mail. Cisco CallManager delivers the call to the 
voice messaging number associated with the final phone, not WebAttendant.

When WebAttendant or other CTI applications take control of a call, they often 
choose to eliminate information about the original call in order that the final 
destination receives voice messages. Cisco CallManager must direct the call to 
the voice messaging system that manages the voice messaging box that the 
Cisco CallManager reports as the target voice messaging box.

Inter-cluster call forwarding chains with RDNIS.

Phone A on a PBX calls phone B on the same PBX. The call forwards to the 
Cisco CallManager, which extends the call to phone C. Phone C rolls to voice 
mail. Cisco CallManager extends the call to the voice messaging system 
associated with phone C, but reports the extension number of phone B.

No voice messaging pilot number information is available about phone B, due to 
the inter-cluster boundary. Therefore, the Cisco CallManager sends the call to the 
voice messaging pilot number associated with the final destination, but reports the 
directory number passed from the PBX to the Cisco CallManager as the voice 
mailbox.

Message Waiting
There is a centralized message waiting configuration for directly connected-based 
message waiting to a single configuration window in the Cisco CallManager 
Administration. The Message Waiting Configuration window of the 
Cisco CallManager Administration defines message waiting on or message 
waiting off directory numbers, depending on the setting of the message waiting 
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Message Waiting Indication
indictor. The specified directory number is used by a directory connected-based 
voice messaging system to determine whether to set or clear a message waiting 
indication for a particular Cisco IP Phone. 

The Message Waiting Configuration window permits the following:

• The provisioning of multiple message waiting on and off numbers per 
Cisco CallManager cluster

• Explicit association of a message waiting search space with each message 
waiting on and off number

• Cisco CallManager Administration to validate the message waiting number 
and calling search space entry and to search for conflicting numbers in the 
numbering plan.

Message Waiting Indication
When a caller leaves a message in a mailbox, the voice messaging system needs 
to send a message waiting indication to the party that has received the voice 
message. Similarly, when the owner of a voice messaging box deletes all pending 
voice messages, the voice messaging system needs to send a messaging waiting 
indication to inform the voice messaging box owner that no more messages are 
pending.

Cisco CallManager permits administrators to configure a message waiting lamp 
policy on a line-by-line basis for each device. This feature provides an 
administrator-settable policy that determines when the Cisco CallManager 
illuminates the handset indicator of Cisco IP Phones 7940 and 7960 for pending 
voice messages. For example, an administrative assistant, who shares the manager 
directory number as a secondary directory number, can easily see whether the 
manager line has any pending voice messages, while also permitting general 
office members, who may share co-workers' line appearances in order to easily 
answer incoming calls for said co-workers, to receive a message waiting lamp 
indication only when messages are pending for the primary line appearance

The Directory Number Configuration window of the Cisco CallManager 
Administration contains a line-specific settings (Message Waiting Lamp Policy). 
This policy determines whether Cisco CallManager never lights the handset lamp, 
lights it when a voice message is pending for the primary line and/or specific lines 
on a Cisco 7900 series IP Phone, or lights it when a voice message is pending on 
any line on a Cisco 7900 series IP Phone.
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Voice Mail Interfaces
The Enterprise Parameter Configuration window of the Cisco CallManager 
Administration provides a setting (MessageWaitingLampPolicy) that specifies 
that Cisco CallManager should never light the handset lamp of a device, that 
Cisco CallManager should light the handset lamp only if a message is pending for 
the primary line appearance, or that Cisco CallManager should always light the 
handset lamp of a device that has a voice message pending.

For customers that do not have complex message waiting indicator requirements, 
a service-wide Cisco CallManager parameter dictates the conditions under which 
Cisco CallManager lights the message waiting lamp.

Voice Mail Interfaces
Cisco CallManager interacts with unified messaging systems using the following 
types of interfaces:

• Skinny Protocol—Skinny Protocol-based voice messaging systems are more 
properly termed directly-connected voice messaging systems, since other 
protocols could theoretically be used to communicate with these systems. 
Directly-connected voice messaging systems send message waiting 
indications by calling a message waiting on and off number especially 
configured in Cisco CallManager Administration. In Cisco CallManager 
Administration, you can the interface to directly-connected voice messaging 
systems by creating voice mail ports. Multiple simultaneous calls are 
permitted to a voice messaging system by creating multiple voice mail ports 
and then forwarding them to each other in a chain. Refer to “Cisco Voice Mail 
Port Configuration” in the Cisco CallManager Administration Guide.

• PSTN Gateway interfaces—PSTN Gateway interfaces are used by 
H.323-based voice messaging systems and legacy voice messaging systems. 
These systems usually (but not necessarily) send message waiting indications 
using SMDI over an RS-232 interface. Cisco Messaging Interface (CMI), a 
Windows 2000 service, relays these indications to Cisco CallManager. In 
Cisco CallManager Administration, you can provision the interface to 
gateway-based voice messaging systems simply by provisioning a gateway. 
Simultaneous calls are permitted to a voice messaging system by creating a 
route group containing individual gateway ports. In addition, if the voice 
messaging system uses SMDI, you must configure and run CMI. Refer to 
“Cisco Messaging Interface Configuration” in the Cisco CallManager 
Administration Guide for more information.
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Where to Find More Information
• Intercluster interfaces—A Cisco CallManager in one cluster can provide 
access to a voice messaging system in another cluster, if the administrator 
provisions the voice messaging pilot number on the intercluster trunk. 
However, since Cisco CallManager clusters provide no feature transparency 
over intercluster trunks, voice messaging systems cannot set message waiting 
indicators for devices in other clusters.

Where to Find More Information
Additional Cisco Documentation

• Cisco Voice Mail Port Configuration, Cisco CallManager Administration 
Guide

• Cisco Voice Pilot Configuration, Cisco CallManager Administration Guide

• Message Waiting Configuration, Cisco CallManager Administration Guide

• Voice Mail Profile Configuration, Cisco CallManager Administration Guide

• Cisco Voice Mail Port Wizard, Cisco CallManager Administration Guide

• Service Parameters Configuration, Cisco CallManager Administration 
Guide
22-8
Cisco CallManager System Guide

OL-1742-01


	Voice Mail Connectivity to the Cisco CallManager
	Voice Mail System Access
	Voice Mail Pilot Numbers
	Voice Mail Profiles

	Call Forwarding in a Multiple Voice Messaging System Environment
	Message Waiting
	Message Waiting Indication
	Voice Mail Interfaces
	Where to Find More Information



<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /All
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Warning
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /Description <<
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000500044004600206587686353ef901a8fc7684c976262535370673a548c002000700072006f006f00660065007200208fdb884c9ad88d2891cf62535370300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef653ef5728684c9762537088686a5f548c002000700072006f006f00660065007200204e0a73725f979ad854c18cea7684521753706548679c300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /DAN <>
    /DEU <>
    /ESP <>
    /FRA <>
    /ITA <>
    /JPN <>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020b370c2a4d06cd0d10020d504b9b0d1300020bc0f0020ad50c815ae30c5d0c11c0020ace0d488c9c8b85c0020c778c1c4d560002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken voor kwaliteitsafdrukken op desktopprinters en proofers. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /PTB <>
    /SUO <>
    /SVE <>
    /ENU (Use these settings to create Adobe PDF documents for quality printing on desktop printers and proofers.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /NoConversion
      /DestinationProfileName ()
      /DestinationProfileSelector /NA
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure true
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles true
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /NA
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /LeaveUntagged
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


