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Issue

Users experience lockout from their voicemail PIN on Cisco hard-wired phones and are unable to retrieve 
voicemail messages. The voicemail indicator light remains active, showing pending messages, but access to 
the voice portal is blocked due to the PIN lockout condition. Users report being completely unable to access 
their voicemail system through their desk phone interface.

Environment

Webex Calling service deployment•
Cisco hard-wired desk phones•
Active voicemail service with PIN authentication•
Voicemail indicator functionality operational•

Resolution

The voicemail PIN lockout issue can be resolved by following the Webex Calling voicemail PIN reset 
procedure. This process unlocks the voice portal and restores access to voicemail messages.

Voicemail PIN Reset Procedure

Step 1: Access the Webex Calling voicemail PIN reset functionality through the official Webex help 
documentation.

Step 2: Follow the step-by-step instructions provided in the Webex help article to reset or unlock the 
voicemail PIN.



Step 3: Complete the voice portal unlock process as detailed in the guidance documentation.

Step 4: Test voicemail access by attempting to retrieve messages through the desk phone interface.

Step 5: Verify that the voicemail indicator light behavior returns to normal operation after successful 
message retrieval.

Verification Steps

After completing the PIN reset procedure, users are able to successfully access their voicemail system and 
retrieve pending messages. The voicemail indicator light reflects the current message status appropriately.

Cause

The issue occurs when the voicemail PIN becomes locked due to repeated failed authentication attempts or 
other security lockout conditions within the Webex Calling voicemail system. This lockout prevents access 
to the voice portal while maintaining the voicemail indicator functionality, creating a situation where users 
can see they have messages but cannot retrieve them.

Related Content

Set or reset your voicemail PIN - Webex Help•
Cisco Technical Support & Downloads•

https://help.webex.com/en-us/article/nbhhvl9/Set-or-reset-your-voicemail-PIN
https://www.cisco.com/c/en/us/support/index.html

