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Shared Voicemail for a Small Business
Team: Who Calls Back?

Get a business phone number with a simple auto attendant menu from Auto Attendant. A caller picks who they
need and the call rings that person's own mobile, so nobody on your team has to publish a personal number.

Published by Auto Attendant - 2026-11-08 - shared voicemail - shared voicemail for small business team - voicemail to email - shared
voicemail inbox - voicemail callback workflow - missed call tracking - collaborative inbox - voicemail task management - auto attendant -
small business phone

Original article: https://autoattendant.io/articles/shared-voicemail-small-team-follow-up-queue

Business phone number - Auto attendant - Call routing Page 1 of 18


https://autoattendant.io/articles/shared-voicemail-small-team-follow-up-queue

Auto Attendant

In this article

. Executive Summary

. Introduction and Background

. Key Changes: What "Shared Voicemail" Means Across Products
. Comparing the Three Operating Models

. Implementation Considerations and Process Changes

. When to Keep the Setup, Add Workflow, or Buy a Person

. Data Analysis and Evidence

. Implications and Future Directions

. Frequently Asked Questions (FAQS)

© 00 N o o b~ W N P

=
o

. Conclusion

Executive Summary

A shared voicemail for a small business team can mean four different things: separate email copies, one group
folder, a shared phone-system inbox, or a task queue with an owner. Vendor documentation shows these are
different storage and state models, so "shared" does not tell a buyer who will call the customer back. Microsoft
documents that a Microsoft 365 group stores the message in one group folder, while a distribution list or mail-
enabled security group puts a separate copy in each member's inbox (learn.microsoft.com). Zoom documents
the opposite behavior for its shared inboxes: played status is synced and a deletion removes the message for
every user with access (support.zoom.com).

The distinction that matters for follow-up is between delivery, access, read state, owner, attempt and
resolution. Reading is not ownership. Google documents a Collaborative Inbox in which a conversation can be
assigned to a group member and later resolved as complete, no action needed, or duplicate
(support.google.com). Dialpad documents voicemail assignment and a rule that only the assignee can resolve
an assigned message, but only for Contact Center and Department lines (help.dialpad.com). Quo documents
tasks with an assignee and due date linked to the source conversation (support.quo.com). Pages reviewed for
this report did not show a standard cross-vendor way to turn an emailed audio file and a separate transcript
into one assigned item.

The decision rule is practical. A team of 2 to 20 people with a few messages per day can keep voicemail-to-
email if it adds one explicit register with an owner, a promised-by time, an attempt timestamp and a state. A
team with a Google Workspace or Microsoft 365 collaborative inbox can test whether voicemail emails land
there as one assignable item. A team whose register is being skipped, or whose phone platform already offers
assigned voicemail or tasks, should pay for the stronger workflow. A team that needs a person to perform the
follow-up should evaluate a live answering service, which sells people and minutes rather than a state model
(www.ruby.com) (www.patlive.com).

Small teams are the norm. The U.S. Small Business Administration (SBA) Office of Advocacy counts
36,207,130 small businesses (advocacy.sba.gov), and Canada reports 1.10 million employer businesses as of
December 2024 (ised-isde.canada.ca). No published benchmark sets a callback time for returned voicemail,
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https://learn.microsoft.com/en-us/microsoftteams/manage-shared-voicemail#:~:text=Shared%20Voicemail%20is%20delivered%20to%20a%20group%2C%20enabling%20any%20member%20of%20that%20group%20to%20access%20the%20message
https://support.zoom.com/hc/en/article?id=zm_kb&sysparm_article=KB0069406#:~:text=Played%2Funplayed%20status%20is%20synced%20among%20all%20phone%20users%20that%20have%20access%20to%20the%20shared%20inboxes.
https://support.google.com/a/users/answer/167430#:~:text=You%20can%20assign%20responsibility%20for%20a%20conversation%20to%20yourself%20or%20another%20group%20member.
https://help.dialpad.com/docs/voicemail-management.md#:~:text=Once%20a%20voicemail%20has%20been%20assigned%2C%20it%20can%20only%20be%20resolved%20by%20the%20assignee.
https://support.quo.com/core-concepts/team-collaboration/tasks#:~:text=Assign%20tasks%20to%20teammates%2C%20set%20due%20dates%2C%20and%20mark%20them%20complete%20without%20leaving%20Quo.
https://www.ruby.com/virtual-receptionist/#:~:text=Taking%20messages
https://www.patlive.com/pricing/#:~:text=100%25%20human%20answering%2C%20100%25%20US%2Dbased%20receptionists
https://advocacy.sba.gov/wp-content/uploads/2026/02/FINAL_FAQsAboutSmallBusiness_2026_012826.pdf#:~:text=There%20are%2036%2C207%2C130%20small%20businesses%20in%20the%20U.S.
https://ised-isde.canada.ca/site/sme-research-statistics/en/node/439#:~:text=As%20of%20December%202024%2C%20there%20were%201.10%20million%20employer%20businesses%20in%20Canada.
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and the best-known response-time research concerns web sales leads (hbr.org). This report therefore
proposes a two-person acceptance test and a locally computed on-time callback rate. Provider behavior was
read from public documentation on 2026-11-08 and has not been tested on paid accounts.

Introduction and Background

The failure looks ordinary. A customer leaves a message at 4:40 pm and the phone system emails the
recording to three people. One reads it and assumes another will call. Another listens, sees no reply, and calls.
The customer hears from two people, or from none, because nothing in the email says who owns the follow-
up.

This report addresses owners and office managers at roughly 2 to 20 person trades, agencies and
professional firms. The central question is narrower than "how do | email voicemail?" It is whether two people
can share one message without duplicating or losing the follow-up.

The report separates six things that vendors and buyers often blur together:

« Delivery: how the recording and any transcript reach a person or a folder.

» Access: who is permitted to open, play, download or delete the message.

» Read state: whether the system marks a message played, read or new, and for whom.

« Task owner: one named person who has accepted the callback.

« Attempted callback: a timestamped record that someone tried, even if the customer did not answer.

» Resolved request: the customer's problem is handled, which is different from a phone call connecting.

Scope and boundaries. Medical, legal and other sensitive-sector confidentiality and retention duties belong in
the existing specialist guides. The article does not advise password sharing or publishing a group archive;
Boston College's information technology services say sharing passwords with others is not secure and point to
delegate access (www.bc.edu). The publisher of this site sells a flat-rate business phone number with an auto
attendant menu that rings team members' existing mobiles. It is an inbound voice and notification service, not
an answering service, an artificial intelligence receptionist or a help desk, so it appears here only as one
example of an inbound path, with its limits stated.

Evidence base. Product facts come from vendor documentation and pricing pages opened on 2026-11-08. No
search volume, conversion or labor-savings figure is claimed. Where documentation was silent, the tables say
"not documented in the pages reviewed". Anything described as a test is a proposed procedure, not a result.

Key Changes: What "Shared Voicemail" Means Across Products

"Shared" does not identify one storage model

The same word describes at least four mechanisms. Microsoft's Teams documentation (last updated 2026-04-
26) says a shared voicemail is delivered to a group so any member can access it (learn.microsoft.com). With a
distribution list or mail-enabled security group, each user instead receives a copy in an individual Outlook
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https://hbr.org/2011/03/the-short-life-of-online-sales-leads#:~:text=Our%20research%20shows%20that%20most%20companies%20are%20not%20responding%20nearly%20fast%20enough.
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inbox (learn.microsoft.com). A copy per person means each person has an independent read state and an
independent delete button. Microsoft warns that if several call queues share one voicemail group, every user in
it can manage all of those voicemails (learn.microsoft.com).

Phone-system vendors that keep a shared inbox behave differently again. Zoom lets administrators share the
voicemail inboxes of phone users, call queues, auto receptionists or shared line groups (support.zoom.com).
Its documentation states that played status is synced among all users with access (support.zoom.com) and
that a deletion applies to everyone with access (support.zoom.com). RingCentral documents co-recipients with
the same permissions as the voicemail owner (support.ringcentral.com), up to 15 per box
(support.ringcentral.com), available upon request (support.ringcentral.com). Ooma documents a shared
voicemail box with up to 10 member users that emails all members when a message arrives (www.ooma.ca).

A third family is email-only. Vonage documents that a recording can be sent to up to five different email inboxes
(www.vonage.com). Google Voice for Workspace documents an auto attendant that can deliver voicemail, with
transcript and MP3, to up to 10 email addresses, and ties the feature to Voice Standard and Premier
subscriptions (support.google.com). In an email-only design, "who has seen it" is a property of each recipient's
mailbox, not of the message.

A fourth family hands the message to a queue app. Microsoft's Message Center announcement for the Teams
Queues app lets members update a voicemail status (mc.merill.net), and a later one adds an urgent marker
(mc.merill.net). The Queues app needs a Teams Phone license and a Teams Premium license per user
(learn.microsoft.com) and is not supported on web clients (learn.microsoft.com). The Learn page for shared
voicemail still described auto attendant voicemail in the Queues app as a future update (learn.microsoft.com),
so a buyer should check rollout status in the tenant.

Assignment and resolution are a different layer from delivery

Delivery shows who received a message; a work queue shows who owns it. In Google's Collaborative Inbox a
conversation can be assigned to the manager or to another group member (support.google.com), assignment
requires the "Who can moderate metadata” permission (support.google.com), the assignee gets an automated
email (support.google.com), and the list is searchable by assignment status (support.google.com). A resolved

conversation shows complete, no action needed or duplicate beside its subject (support.google.com). Marking
a conversation as a duplicate locks it (support.google.com).

Phone platforms that attach ownership directly to a voicemail are narrower in scope. Dialpad documents that
voicemails can be assigned to agents, supervisors, coaches and operators within a Contact Center or
Department (help.dialpad.com), but that the management feature does not apply to personal voicemail
(help.dialpad.com). Once assigned, only the assignee can resolve the message (help.dialpad.com), and
resolving an unassigned message assigns it to the resolver (help.dialpad.com). The feature is available in the
desktop and browser apps and not yet in the mobile apps (help.dialpad.com), which matters for a trades team
that works from phones. Aircall documents assignment at the conversation level, so one assignee covers all
calls, messages and voicemails with that contact (help.aircall.io).

Quo documents tasks that can be assigned to teammates with due dates and marked complete
(support.quo.com), remain linked to the conversation or activity that created them (support.quo.com), and can
be filtered by owner, due date or status (support.quo.com). Overdue tasks are flagged in the task view
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https://learn.microsoft.com/en-us/microsoftteams/manage-shared-voicemail#:~:text=each%20user%20receives%20a%20copy%20of%20the%20voicemail%20in%20their%20individual%20Outlook%20Inbox
https://learn.microsoft.com/en-us/microsoftteams/manage-shared-voicemail#:~:text=every%20user%20in%20that%20group%20has%20permission%20to%20manage%20voicemails
https://support.zoom.com/hc/en/article?id=zm_kb&sysparm_article=KB0069406#:~:text=Zoom%20Phone%20admins%20can%20share%20the%20voicemail%20inboxes%20of%20phone%20users%2C%20call%20queues%2C%20auto%20receptionists%2C%20or%20shared%20line%20groups
https://support.zoom.com/hc/en/article?id=zm_kb&sysparm_article=KB0069406#:~:text=Played%2Funplayed%20status%20is%20synced%20among%20all%20phone%20users%20that%20have%20access%20to%20the%20shared%20inboxes.
https://support.zoom.com/hc/en/article?id=zm_kb&sysparm_article=KB0069406#:~:text=Any%20deleted%20voicemails%20will%20be%20deleted%20for%20all%20other%20phone%20users%20that%20have%20access.
https://support.ringcentral.com/article-v2/Intro-to-Shared-Voicemail.html?brand=RingCentral&product=RingEX&language=en_US#:~:text=A%20co%2Drecipient%20will%20have%20the%20same%20permissions%20as%20the%20voicemail%20owner
https://support.ringcentral.com/article-v2/Intro-to-Shared-Voicemail.html?brand=RingCentral&product=RingEX&language=en_US#:~:text=Add%20up%20to%2015%20voicemail%20co%2Drecipients.
https://support.ringcentral.com/article-v2/Intro-to-Shared-Voicemail.html?brand=RingCentral&product=RingEX&language=en_US#:~:text=Shared%20voicemail%20is%20available%20upon%20request.
https://www.ooma.ca/small-business-phone-systems/how-to/how-to-set-up-a-shared-voicemail-box/#:~:text=add%20up%20to%2010%20users%20who%20will%20have%20access%20to%20this%20voicemail%20box
https://www.vonage.com/unified-communications/features/voicemail-to-email/#:~:text=the%20voicemail%20recording%20can%20be%20sent%20to%20up%20to%20five%20different%20email%20inboxes
https://support.google.com/a/answer/9204988?hl=en#:~:text=Enter%20up%20to%2010%20email%20addresses%20to%20receive%20voicemail%20messages%20%28transcript%20and%20MP3%20file%29.
https://mc.merill.net/message/MC1287371#:~:text=Update%20voicemail%20status
https://mc.merill.net/message/MC1443511#:~:text=Users%20can%20mark%20voicemail%20messages%20as%20urgent%20to%20help%20prioritize%20follow%2Dup%20activities.
https://learn.microsoft.com/en-us/microsoftteams/manage-queues-app#:~:text=Users%20must%20have%20a%20Teams%20Phone%20and%20a%20Teams%20Premium%20license%20to%20use%20Queues%20app.
https://learn.microsoft.com/en-us/microsoftteams/manage-queues-app#:~:text=It%27s%20not%20supported%20on%20web%20clients.
https://learn.microsoft.com/en-us/microsoftteams/manage-shared-voicemail#:~:text=Shared%20voicemails%20sent%20to%20an%20Auto%20Attendant%20will%20become%20available%20in%20a%20future%20update
https://support.google.com/a/users/answer/167430#:~:text=You%20can%20assign%20responsibility%20for%20a%20conversation%20to%20yourself%20or%20another%20group%20member.
https://support.google.com/a/users/answer/167430#:~:text=Requires%20the%20Who%20can%20moderate%20metadata%20permission.
https://support.google.com/a/answer/167430?hl=en#:~:text=When%20a%20conversation%20is%20assigned%20to%20a%20user%2C%20they%20receive%20an%20automated%20email%20notification.
https://support.google.com/a/users/answer/167430#:~:text=You%20can%20also%20search%20conversations%20based%20on%20their%20assignment%20status.
https://support.google.com/a/users/answer/167430#:~:text=In%20the%20conversation%20list%2C%20a%20resolved%20conversation%20displays%20the%20appropriate%20status%20%28complete%2C%20no%20action%20needed%2C%20or%20duplicate%29%20to%20the%20right%20of%20the%20subject.
https://support.google.com/a/users/answer/167430#:~:text=Marking%20a%20conversation%20as%20duplicate%20locks%20the%20conversation%20so%20that%20you%20can%E2%80%99t%20perform%20any%20actions%20on%20it.
https://help.dialpad.com/docs/voicemail-management.md#:~:text=Voicemails%20can%20be%20assigned%20to%20agents%2C%20supervisors%2C%20coaches%20and%20operators%20within%20a%20Contact%20Center%20or%20Department.
https://help.dialpad.com/docs/voicemail-management.md#:~:text=Voicemail%20management%20is%20only%20available%20for%20Contact%20Centers%20and%20Departments%2C%20not%20your%20personal%20voicemails.
https://help.dialpad.com/docs/voicemail-management.md#:~:text=Once%20a%20voicemail%20has%20been%20assigned%2C%20it%20can%20only%20be%20resolved%20by%20the%20assignee.
https://help.dialpad.com/docs/voicemail-management.md#:~:text=If%20a%20voicemail%20is%20unassigned%20when%20resolved%2C%20it%20will%20automatically%20be%20assigned%20to%20the%20resolving%20agent.
https://help.dialpad.com/docs/voicemail-management.md#:~:text=This%20feature%20is%20available%20in%20the%20Dialpad%20Desktop%20and%20Browser%20apps%2C%20but%20is%20not%20yet%20available%20on%20our%20mobile%20apps.
https://help.aircall.io/en/articles/3819542-assigning-calls-to-your-aircall-teammates#:~:text=assignment%20works%20at%20the%20conversation%20level%2C%20not%20the%20individual%20call%20level
https://support.quo.com/core-concepts/team-collaboration/tasks#:~:text=Assign%20tasks%20to%20teammates%2C%20set%20due%20dates%2C%20and%20mark%20them%20complete%20without%20leaving%20Quo.
https://support.quo.com/core-concepts/team-collaboration/tasks#:~:text=Tasks%20created%20from%20a%20conversation%20or%20activity%20stay%20linked%20to%20their%20source.
https://support.quo.com/core-concepts/team-collaboration/tasks#:~:text=Filter%20by%20owner%2C%20due%20date%2C%20or%20status
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(support.quo.com).

Read state is not done state

Every system reviewed has a read or played flag, and none of the documentation equates that flag with a
finished callback. Zoom's synced played status shows a second user that someone played a message, not
that someone is calling (support.zoom.com). RingCentral documents a setting that marks a voicemail read in
call history once it is emailed (support.ringcentral.com), so the read flag can change before any person has
listened. Quo's conversation states (open, unread, done) are shared across the team (support.quo.com),
which is useful for a signal, but the same documentation treats "done" as moving a conversation out of the
main inbox view while preserving history (support.quo.com), not as proof that a customer was reached.

Behavioral research supports treating visibility and ownership as separate. A meta-analysis of 78 studies
reports that social loafing, individuals expending less effort when working collectively than alone, is robust
(doi.org), and a classic paper is titled "Bystander intervention in emergencies: diffusion of responsibility"
(pubmed.ncbi.nim.nih.gov). Neither concerns voicemail, so they are used only as a reason to expect "everyone
saw it" to fail without a named owner, not as a measured rate.

Transcripts, attachments and timing differ by provider

Microsoft documents a Teams voicemail in Exchange as an email message with an audio file attachment
(learn.microsoft.com), and its group voicemail email carries the recording and transcription
(learn.microsoft.com). RingCentral documents that transcripts sent by email may be delayed depending on the
length of the voicemail (support.ringcentral.com) and that only the first minute of a longer voicemail is
transcribed (support.ringcentral.com). Google warns that voicemail transcripts may be incorrect or missing
(support.google.com). Ooma attaches the audio as an MP3 with the transcribed text in the email body
(www.ooma.ca). Vonage states that most voicemails arrive in less than a minute (www.vonage.com), a vendor
claim about delivery, not transcript timing.

A register entry built from the first email may lack the transcript, and one built from a later transcript email may
duplicate the first. The acceptance test below checks for this.

Comparing the Three Operating Models

A 2 to 20 person team chooses among three operating models: copies plus one manual register, an existing
collaborative inbox with explicit assignment, and integrated phone or help-desk tasks. A shared folder alone is
not a callback policy, because a folder answers "who can see it" and not "who will call'. Table 1 below
compares the models on the properties that decide whether a callback survives an absence. Cells say "by
team rule" where the property depends on discipline instead of software.
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https://support.quo.com/core-concepts/team-collaboration/tasks#:~:text=Overdue%20tasks%20are%20flagged%20in%20the
https://support.zoom.com/hc/en/article?id=zm_kb&sysparm_article=KB0069406#:~:text=Played%2Funplayed%20status%20is%20synced%20among%20all%20phone%20users%20that%20have%20access%20to%20the%20shared%20inboxes.
https://support.ringcentral.com/s/article/9740#:~:text=Voicemails%20and%2For%20faxes%20will%20automatically%20be%20marked%20as%20read%20in%20your%20call%20history.
https://support.quo.com/core-concepts/inboxes/conversations#:~:text=Conversation%20states%20are%20shared%20across%20your%20team.
https://support.quo.com/core-concepts/inboxes/conversation-status#:~:text=Moves%20conversations%20out%20of%20main%20inbox%20view%20while%20preserving%20history
https://doi.org/10.1037/0022-3514.65.4.681#:~:text=Social%20loafing%20is%20the%20tendency%20for%20individuals%20to%20expend%20less%20effort%20when%20working%20collectively%20than%20when%20working%20individually.
https://pubmed.ncbi.nlm.nih.gov/5645600/#:~:text=Bystander%20intervention%20in%20emergencies%3A%20diffusion%20of%20responsibility.
https://learn.microsoft.com/en-us/microsoftteams/set-up-phone-system-voicemail#:~:text=A%20voicemail%20in%20Exchange%20is%20an%20email%20message%20with%20an%20audio%20file%20attachment.
https://learn.microsoft.com/en-us/microsoftteams/manage-shared-voicemail#:~:text=an%20audio%20file%20attachment%20with%20the%20recorded%20message%20and%20message%20transcription
https://support.ringcentral.com/article-v2/8045.html?brand=RC_US&product=RingEX&language=en_US#:~:text=Transcripts%20sent%20by%20email%20may%20be%20delayed%20depending%20on%20the%20length%20of%20the%20voicemail.
https://support.ringcentral.com/article-v2/8045.html?brand=RC_US&product=RingEX&language=en_US#:~:text=For%20voicemails%20longer%20than%20one%20minute%2C%20only%20the%20first%20minute%20is%20transcribed.
https://support.google.com/voice/answer/168515?hl=en&co=GENIE.Platform%3DDesktop#:~:text=Voicemail%20transcripts%20may%20be%20incorrect%20or%20missing.
https://www.ooma.ca/small-business-phone-systems/forwarding-voicemail-to-email/#:~:text=The%20audio%20message%20will%20be%20attached%20as%20an%20MP3%20and%20the%20transcribed%20text%20will%20appear%20in%20the%20body%20of%20the%20email.
https://www.vonage.com/unified-communications/features/voicemail-to-email/#:~:text=Most%20voicemails%20will%20be%20delivered%20to%20your%20email%20inbox%20in%20less%20than%20a%20minute
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Property

Visibility

Assignment

Due time

Duplicate
control

Absence
reassignment

Delete risk

Model A: voicemail-to-email
copies plus manual register

Each recipient sees their own
copy; Microsoft documents a copy
in each member's inbox for lists
and security groups
(learn.microsoft.com)

By team rule: the register has an
owner column that a person fills in

By team rule: a promised-by
column

By team rule: check the register
before calling

By team rule: the backup edits the
owner

Each copy is independent, so one
deletion does not remove others
(inferred from Microsoft's copy
model (learn.microsoft.com))

Model B: existing collaborative
inbox with assignment

Group members with access see the
conversation list; Google lets members
be given permission to use
Collaborative Inbox features
(support.google.com)

Documented in Google: assign to self
or another group member
(support.google.com)

Not documented as a field on Google's
assignment page in the pages
reviewed

Google can mark a conversation
duplicate, which locks it
(support.google.com)

A permitted member can take or
reassign; Google requires the
metadata permission

Resolved conversations can be filtered
instead of deleted

Model C: integrated phone or
help-desk tasks

Shared line or number members
see the item; Zoom syncs played
status across users with access
(support.zoom.com)

Documented in Dialpad for
Contact Center and Department
lines (help.dialpad.com); Quo
tasks have an assignee
(support.quo.com)

Quo tasks carry due dates
(support.quo.com); Dialpad's
voicemail management page
reviewed did not describe a due
date

Help Scout and Quo show who is
viewing or typing
(docs.helpscout.com)
(www.quo.com)

Dialpad supervisors can act on
any voicemail (help.dialpad.com);
Front allows one assignee at a
time (help.front.com)

Zoom: a deletion applies to all
users with access
(support.zoom.com); Dialpad:
deleted voicemails cannot be
recovered

Model A adds no software cost, but every property depends on people filling in a register. Model B adds a
documented owner and a resolved state, but only helps if the voicemail email arrives in the collaborative inbox

as one conversation, which no reviewed page establishes for any vendor's audio and transcript email pair.

Model C attaches ownership to the call record itself, but documented features vary by plan, line type and

device.

Model A: copies plus one explicit register

Vonage documents delivery to up to five inboxes (www.vonage.com), and RingCentral documents notifications
to multiple recipients at once (support.ringcentral.com). A register can be a spreadsheet, a Trello board or a

task list. Trello's pricing page lists a Free plan for up to 10 collaborators per Workspace with assignee and due

dates (trello.com). Asana lists a free Personal plan for one or two people (asana.com). Microsoft To Do cannot
share individual tasks but can share lists, and a task can be assigned to someone the list is shared with

(support.microsoft.com). Nothing links a register entry back to the audio, so the entry should carry a message

reference.
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https://learn.microsoft.com/en-us/microsoftteams/manage-shared-voicemail#:~:text=each%20user%20receives%20a%20copy%20of%20the%20voicemail%20in%20their%20individual%20Outlook%20Inbox
https://support.google.com/groups/answer/2464926#:~:text=Choose%20which%20users%20can%20use%20Collaborative%20Inbox%20features.
https://support.zoom.com/hc/en/article?id=zm_kb&sysparm_article=KB0069406#:~:text=Played%2Funplayed%20status%20is%20synced%20among%20all%20phone%20users%20that%20have%20access%20to%20the%20shared%20inboxes.
https://support.google.com/a/users/answer/167430#:~:text=You%20can%20assign%20responsibility%20for%20a%20conversation%20to%20yourself%20or%20another%20group%20member.
https://help.dialpad.com/docs/voicemail-management.md#:~:text=Voicemails%20can%20be%20assigned%20to%20agents%2C%20supervisors%2C%20coaches%20and%20operators%20within%20a%20Contact%20Center%20or%20Department.
https://support.quo.com/core-concepts/team-collaboration/tasks#:~:text=Assign%20tasks%20to%20teammates%2C%20set%20due%20dates%2C%20and%20mark%20them%20complete%20without%20leaving%20Quo.
https://support.quo.com/core-concepts/team-collaboration/tasks#:~:text=Assign%20tasks%20to%20teammates%2C%20set%20due%20dates%2C%20and%20mark%20them%20complete%20without%20leaving%20Quo.
https://support.google.com/a/users/answer/167430#:~:text=Marking%20a%20conversation%20as%20duplicate%20locks%20the%20conversation%20so%20that%20you%20can%E2%80%99t%20perform%20any%20actions%20on%20it.
https://docs.helpscout.com/article/99-traffic-cop#:~:text=This%20is%20included%20with%20all%20plans%20and%20is%20automatic
https://www.quo.com/blog/delegate-shared-inbox/#:~:text=Typing%20and%20viewing%20indicators%20show%20when%20someone%E2%80%99s%20already%20handling%20contacting%20someone.
https://help.dialpad.com/docs/voicemail-management.md#:~:text=Supervisors%20can%20take%20the%20following%20actions%20on%20any%20voicemail.
https://help.front.com/en/articles/2344#:~:text=A%20conversation%20can%20only%20be%20assigned%20to%20one%20user%20at%20a%20time.
https://learn.microsoft.com/en-us/microsoftteams/manage-shared-voicemail#:~:text=each%20user%20receives%20a%20copy%20of%20the%20voicemail%20in%20their%20individual%20Outlook%20Inbox
https://support.zoom.com/hc/en/article?id=zm_kb&sysparm_article=KB0069406#:~:text=Any%20deleted%20voicemails%20will%20be%20deleted%20for%20all%20other%20phone%20users%20that%20have%20access.
https://www.vonage.com/unified-communications/features/voicemail-to-email/#:~:text=the%20voicemail%20recording%20can%20be%20sent%20to%20up%20to%20five%20different%20email%20inboxes
https://support.ringcentral.com/s/article/9740#:~:text=Messaging%20notifications%20can%20be%20sent%20to%20multiple%20recipients%20at%20once.
https://trello.com/pricing#:~:text=Free%20for%20up%20to%2010%20collaborators%20per%20Workspace
https://asana.com/pricing#:~:text=For%20one%20or%20two%20people%20managing%20personal%20projects.
https://support.microsoft.com/en-us/outlook/create-and-manage-task-lists-with-my-day-in-outlook#:~:text=You%20can%27t%20share%20individual%20tasks%2C%20but%20you%20can%20share%20task%20lists%20that%20you%20create.
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Model B: an existing collaborative inbox

Collaborative Inbox features require conversation history to be turned on (support.google.com). Boston
College's information technology services page describes a Google Group used this way as offering
assignment of incoming messages to group members, status tracking and categorizing (www.bc.edu). Google
lists Collaborative Inbox in Business Starter, Standard and Plus (knowledge.workspace.google.com), which
can be purchased for a maximum of 300 users (workspace.google.com). On the Microsoft side, an Exchange
Online shared mailbox supports a maximum of 25 users (learn.microsoft.com), administrators cannot stop
users from deleting messages in it (learn.microsoft.com), and people outside the organization cannot be given
access (learn.microsoft.com).

The unverified link in Model B is ingestion. Message size is rarely the problem: Exchange Online documents a
default maximum of 35 MB sending and 36 MB receiving (learn.microsoft.com), and a Teams voicemail
recording defaults to a five minute maximum (learn.microsoft.com). The open question is whether a forwarded
voicemail email becomes one assignable conversation, or whether the audio email and the later transcript
email become two. Only a test on the team's own accounts answers that.

Model C: integrated phone or help-desk tasks

Help Scout's voice-message documentation says to configure a phone provider to send voicemail notifications
to an email address (docs.helpscout.com), shows voicemails in the Unassigned folder like a regular
conversation (docs.helpscout.com), and notes there is no method to link each voicemail call to a customer
automatically (docs.helpscout.com). Its collision detection is included on all plans and is automatic
(docs.helpscout.com), and Light Users cannot be assigned conversations (docs.helpscout.com). Front allows
a conversation to be assigned to only one user at a time (help.front.com), and with its Dialpad integration
displays call recordings and transcripts for voicemails (help.front.com) and assigns the conversation to the
agent who answers the call (help.front.com). Zendesk's pricing page says voicemails automatically create
tickets for tracking and follow-up (www.zendesk.com), and it lists six standard ticket statuses
(support.zendesk.com). HubSpot tasks attach to records (knowledge.hubspot.com) and can be marked
completed (knowledge.hubspot.com).

Implementation Considerations and Process Changes

Map the message path before changing tools

Write one line per hop from caller to customer record, noting which system holds the authoritative status and
who may delete.

« Source inbox: where the phone system stores the recording (a group folder, a phone-system inbox, or
nowhere if only emailed).

« Recording: the audio file or attachment, and who can download it.

« Transcript: whether it is in the same email or a later one, and its accuracy limits (support.google.com).

« Delivery recipients: the list that receives copies or notifications.

« Work register: the one place where owner and state live.

« Final customer record: the job, quote or contact record that proves the request was resolved.

Business phone number - Auto attendant - Call routing Page 7 of 18


https://support.google.com/groups/answer/2464926#:~:text=To%20enable%20Collaborative%20Inbox%20features%2C%20you%20must%20turn%20on%20conversation%20history.
https://www.bc.edu/bc-web/offices/its/support/communication-collaboration/group-email.html#:~:text=such%20as%20assigning%20incoming%20messages%20to%20group%20members%2C%20tracking%20status%2C%20and%20categorizing%20posts%20so%20they%27re%20easy%20to%20find%20later.
https://knowledge.workspace.google.com/admin/getting-started/editions/compare-business-editions#:~:text=This%20feature%20requires%20verifying%20your%20domain.
https://workspace.google.com/pricing#:~:text=Starter%2C%20Standard%2C%20and%20Plus%20plans%20can%20be%20purchased%20for%20a%20maximum%20of%20300%20users.
https://learn.microsoft.com/en-us/microsoft-365/admin/email/about-shared-mailboxes#:~:text=A%20shared%20mailbox%20supports%20a%20maximum%20of%2025%20users.
https://learn.microsoft.com/en-us/microsoft-365/admin/email/about-shared-mailboxes#:~:text=You%20can%27t%20prevent%20users%20from%20deleting%20messages%20in%20a%20shared%20mailbox.
https://learn.microsoft.com/en-us/microsoft-365/admin/email/about-shared-mailboxes#:~:text=You%20can%27t%20give%20people%20outside%20your%20business%2C%20such%20as%20people%20with%20a%20Gmail%20account%2C%20access%20to%20your%20shared%20mailbox
https://learn.microsoft.com/en-us/office365/servicedescriptions/exchange-online-service-description/exchange-online-limits#:~:text=The%20default%20maximum%20message%20size%20for%20Microsoft%20mailboxes%20is%2035%20MB%20for%20sending%20and%2036%20MB%20for%20receiving.
https://learn.microsoft.com/en-us/microsoftteams/manage-voicemail-policies#:~:text=The%20maximum%20recording%20duration%20is%20set%20to%20five%20minutes.
https://docs.helpscout.com/article/71-manage-voice-messages#:~:text=Just%20configure%20your%20voice%20or%20phone%20provider%20to%20send%20voicemail%20notifications%20to%20an%20email%20address
https://docs.helpscout.com/article/71-manage-voice-messages#:~:text=You%27ll%20see%20voice%20messages%20in%20your%20Unassigned%20folder%20like%20a%20regular%20conversation.
https://docs.helpscout.com/article/71-manage-voice-messages#:~:text=as%20there%27s%20no%20method%20to%20link%20each%20voicemail%20call%20to%20a%20customer%20automatically
https://docs.helpscout.com/article/99-traffic-cop#:~:text=This%20is%20included%20with%20all%20plans%20and%20is%20automatic
https://docs.helpscout.com/article/438-assignee-filtering#:~:text=Light%20Users%20can%27t%20assign%20conversations%20nor%20have%20conversations%20assigned%20to%20them.
https://help.front.com/en/articles/2344#:~:text=A%20conversation%20can%20only%20be%20assigned%20to%20one%20user%20at%20a%20time.
https://help.front.com/en/articles/2891264#:~:text=For%20voicemails%2C%20Front%20will%20display%20call%20recordings%20and%20transcripts%20generated%20by%20Dialpad.
https://help.front.com/en/articles/2891264#:~:text=Front%20assigns%20the%20conversation%20to%20the%20agent%20that%20answers%20the%20call.
https://www.zendesk.com/pricing/#:~:text=Voicemails%20automatically%20create%20tickets%20for%20easy%20tracking%20and%20follow%2Dup.
https://support.zendesk.com/hc/en-us/articles/8263915942938-About-the-ticket-lifecycle-and-ticket-statuses#:~:text=There%20are%20six%20standard%20statuses%20or%20status%20categories%3A
https://knowledge.hubspot.com/tasks/create-tasks#:~:text=Tasks%20are%20reminders%20for%20work%20you%20need%20to%20complete%20and%20can%20be%20associated%20with%20specific%20records
https://knowledge.hubspot.com/tasks/complete-tasks#:~:text=Tasks%20can%20be%20marked%20as%20completed%20from%20the%20tasks%20index%20page%2C%20on%20a%20record%2C%20or%20in%20Gmail.
https://support.google.com/voice/answer/168515?hl=en&co=GENIE.Platform%3DDesktop#:~:text=Voicemail%20transcripts%20may%20be%20incorrect%20or%20missing.
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Opening the audio can itself require a login: Google Voice prompts a sign-in when a voicemail is opened from
an email (support.google.com), so a forwarded email may not be playable by someone without an account.

Minimum states

Five tool-neutral states are enough for a team of this size.

* Unclaimed: nobody has accepted the callback.

« Assigned: one named owner and a promised-by time exist.

« Attempted, awaiting caller: a call was tried and timestamped, and the customer has not yet been
reached.

« Handoff required: the owner cannot finish (absence, wrong skill) and a backup must take over.

« Resolved: the customer's request is handled and recorded in the customer record.

"Read" is absent on purpose, and a call connecting is not resolution: the problem can remain open, so
"resolved" needs its own check against the customer record. Help Scout shows the same distinction in
software: a customer reply to a Pending or Closed conversation sets it back to Active (docs.helpscout.com).

Absence handover, duplicate and second-message scenarios

Absence handover (Hypothetical Example). A plumbing office of six shares one voicemail email list. Dana is
assigned a Tuesday 9:00 am callback and is then out sick. If the owner column still says Dana at 9:30 am, the
item is overdue and the office manager should move it to the backup and set the state to "handoff required”. In
Dialpad, a supervisor can act on any voicemail; in Google's Collaborative Inbox, a member with the metadata

permission can assign; in a plain email setup, the manager edits the register by hand.

Duplicate message (Hypothetical Example). A caller leaves the same message twice after an abrupt first
call. The register should hold one row with both message references. Google's duplicate resolution, which
locks the duplicate, is closer to this need than a read flag.

Second voicemail about the same job (Hypothetical Example). A caller leaves a second voicemail after the
owner attempted the first callback. It should attach to the existing row and move the state from "attempted,
awaiting caller" back to "assigned" with a fresh next action. Aircall's conversation-level assignment, covering all
calls and voicemails with a contact (help.aircall.io), fits this case; a per-message copy model does not.

Assign a backup and an overdue review

Name a primary and a backup for each day, and one person who reviews unresolved rows at a fixed time.
Choose a callback promise the team can actually staff. No source reviewed establishes a universal response-
time standard for returned voicemail. The widely cited research concerns online sales leads: the Harvard
Business Review article says most companies are not responding nearly fast enough (hbr.org), and the related
2007 study looked at leads captured through a web form and did not address close ratios (www.mortech.com).
Those findings should not be transplanted to a plumbing firm's missed calls.
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https://support.google.com/voice/answer/168515?hl=en&co=GENIE.Platform%3DDesktop#:~:text=When%20you%20open%20a%20voicemail%20from%20an%20email%2C%20as%20a%20security%20measure%2C%20you%E2%80%99ll%20get%20asked%20to%20sign%20in%20to%20Google%20Voice.
https://docs.helpscout.com/article/11-understand-conversation-icons-and-colors#:~:text=If%20a%20customer%20replies%20back%20to%20a%20Pending%20or%20Closed%20conversation%2C%20the%20status%20will%20automatically%20be%20changed%20to%20Active.
https://help.aircall.io/en/articles/3819542-assigning-calls-to-your-aircall-teammates#:~:text=assignment%20works%20at%20the%20conversation%20level%2C%20not%20the%20individual%20call%20level
https://hbr.org/2011/03/the-short-life-of-online-sales-leads#:~:text=Our%20research%20shows%20that%20most%20companies%20are%20not%20responding%20nearly%20fast%20enough.
https://www.mortech.com/hs-fs/hub/25649/file-13535879-pdf/docs/mit_study.pdf#:~:text=we%20looked%20at%20leads%20that%20were%20captured%20through%20a%20web%20form
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The two-person acceptance test

Run this before switching systems, with two real user accounts and a synthetic voicemail from a fictional
number, recording what both users see after each step. The procedure is proposed and has not been
executed on paid accounts.

1. Leave a synthetic voicemail and note the time. Record whether a recording email, a transcript email, or
both arrive, and when.

2. Record whether the transcript arrives in the same message or a later one, and whether the two form one
conversation.

3. User A opens and plays the message. Record what user B sees (read, played, new).

4. User B claims the message. Record what user A sees.

o1

. User A attempts to claim the same message. Record whether the system blocks, warns or allows the
second claim.

. Mark the owner absent and reassign to the backup. Record the history of the change.

. Record a callback attempted with no answer. Record the state and the timestamp.

. Leave a second voicemail about the same job. Record whether it attaches to the first item.

© 00 N O

. Record a callback that connects. Record whether the phone system links the call to the item.

10. Mark the item completed. Record who can see "done" and what the customer sees.

11. Recover an accidental completion. Record how to reopen and whether history survives.

12. Delete from one account. Record whether it disappears for the other, which Zoom documents as shared
behavior (support.zoom.com).

A pass means both users saw the same owner and state at every step, or the register made the difference
explicit. Any unrecorded divergence is a gap to fix with a rule or a different tool.

Minimal register fields

« Message reference: a link or ID, not the audio or any codes spoken in it.

* Received time and time zone.

« Verified callback details: the number confirmed from the system log, not only from the transcript,
because transcripts can be incorrect or missing (support.google.com).

¢ Owner.

» Promised-by time.

o Attempt timestamps.

e Current state and next action.

Avoid copying sensitive audio, account numbers or one-time codes into comments. Retention rules apply to
every copy, including email copies, the register and any export; the specialist retention guides set the period.

Maintenance when staff join, leave or change roles

Remove access on the day a person leaves. The NIST Special Publication 800-53 control for personnel
termination calls for terminating or revoking authenticators and credentials associated with the individual
(raw.githubusercontent.com), and CISA's performance goals say to review user access and disable accounts
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https://support.zoom.com/hc/en/article?id=zm_kb&sysparm_article=KB0069406#:~:text=Any%20deleted%20voicemails%20will%20be%20deleted%20for%20all%20other%20phone%20users%20that%20have%20access.
https://support.google.com/voice/answer/168515?hl=en&co=GENIE.Platform%3DDesktop#:~:text=Voicemail%20transcripts%20may%20be%20incorrect%20or%20missing.
https://raw.githubusercontent.com/usnistgov/oscal-content/main/nist.gov/SP800-53/rev5/yaml/NIST_SP-800-53_rev5_catalog.yaml#:~:text=Terminate%20or%20revoke%20any%20authenticators%20and%20credentials%20associated%20with%20the%20individual
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that are inactive for a specified period (www.cisa.gov). Before deleting a Google Workspace user, note that

some data is retained for 20 days during which the deleted user can be restored (support.google.com), and
that suspending the user is an alternative to transferring data (support.google.com). In Quo, only owners and

admins can remove members or change roles (support.quo.com). Then reassign every open row they owned

and remove them from distribution lists, groups and shared mailboxes.

When to Keep the Setup, Add Workflow, or Buy a Person

The choice turns on measured behavior, not feature lists. Three triggers are reasonable, and each can be

counted locally.

« Keep Model A if the on-time callback rate computed below is acceptable to the owner, the register is

current at the daily review, and duplicates are rare.
« Move to Model B if the team already pays for Google Workspace or Microsoft 365 and the acceptance

test shows voicemail emails arrive in the collaborative inbox as one assignable item.

» Move to Model C if the register is regularly stale, the team needs a due time and an overdue flag, and
the phone platform's plan includes assigned voicemail or tasks.

Table 2 below summarizes documented behavior of selected products as read on 2026-11-08. The publisher's

own service is included as an inbound-path example, described by the publisher without a third-party citation.

Product or service

Microsoft Teams
shared voicemail

Google
Workspace
Collaborative
Inbox

Google Voice auto

attendant

Zoom Phone
shared inbox

RingCentral
shared voicemail

Voicemail delivery
documented

Group folder, or a copy per
member for lists

Email to a group address
(voicemail feed not
documented)

Up to 10 email addresses
with transcript and MP3
(support.google.com)

Email naotification to
members with access

Notifications to multiple
recipients
(support.ringcentral.com)

Business phone number - Auto attendant - Call routing

Shared state
documented

Group members
manage all
voicemails in the

group

Assignment
status searchable

Not documented
in pages
reviewed

Played status
synced; deletes
shared

Co-recipients
share
permissions
(support.ringcentr
al.com)

Assighment or task
documented

Queues app status update
(mc.merill.net); named
assignment not described
in pages reviewed

Assign, resolve, duplicate

Not documented

Not documented in pages
reviewed

Tasks exist in the app for
conversations
(support.ringcentral.com);
link to a voicemail not
documented

Plan or limit noted

Teams Phone plus Teams
Premium for the Queues
app (learn.microsoft.com)

Business Starter, Standard,
Plus
(knowledge.workspace.goo
gle.com)

Voice Standard and
Premier

(support.google.com)

Admin must enable sharing

15 co-recipients per box
(support.ringcentral.com)
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https://www.cisa.gov/sites/default/files/2025-12/CPG_Report_2.0_508c.pdf#:~:text=Review%20user%20access%20and%20disable%20accounts%20when%20inactive%20for%20a%20specified%20period
https://support.google.com/a/answer/33314?hl=en&co=DASHER._Family%3DDomain-verified#:~:text=Some%20data%20is%20retained%20for%2020%20days%2C%20during%20which%20time%20you%20can%20restore%20the%20deleted%20user.
https://support.google.com/a/answer/11524030?hl=en#:~:text=Instead%20of%20transferring%20a%20user%27s%20data%2C%20you%20can%20instead%20suspend%20them
https://support.quo.com/core-concepts/administration/members#:~:text=only%20Owners%20and%20Admins%20can%20remove%20members%20or%20modify%20roles
https://mc.merill.net/message/MC1287371#:~:text=Update%20voicemail%20status
https://learn.microsoft.com/en-us/microsoftteams/manage-queues-app#:~:text=Users%20must%20have%20a%20Teams%20Phone%20and%20a%20Teams%20Premium%20license%20to%20use%20Queues%20app.
https://knowledge.workspace.google.com/admin/getting-started/editions/compare-business-editions#:~:text=This%20feature%20requires%20verifying%20your%20domain.
https://knowledge.workspace.google.com/admin/getting-started/editions/compare-business-editions#:~:text=This%20feature%20requires%20verifying%20your%20domain.
https://support.google.com/a/answer/9204988?hl=en#:~:text=Enter%20up%20to%2010%20email%20addresses%20to%20receive%20voicemail%20messages%20%28transcript%20and%20MP3%20file%29.
https://support.google.com/a/answer/9204988?hl=en#:~:text=This%20feature%20is%20available%20with%20the%20Voice%20Standard%20and%20Premier%20subscriptions.
https://support.ringcentral.com/s/article/9740#:~:text=Messaging%20notifications%20can%20be%20sent%20to%20multiple%20recipients%20at%20once.
https://support.ringcentral.com/article-v2/Intro-to-Shared-Voicemail.html?brand=RingCentral&product=RingEX&language=en_US#:~:text=A%20co%2Drecipient%20will%20have%20the%20same%20permissions%20as%20the%20voicemail%20owner
https://support.ringcentral.com/article-v2/Intro-to-Shared-Voicemail.html?brand=RingCentral&product=RingEX&language=en_US#:~:text=A%20co%2Drecipient%20will%20have%20the%20same%20permissions%20as%20the%20voicemail%20owner
https://support.ringcentral.com/app/message/desktop-web/create-task-ringcentral-app-desktop-web.html#:~:text=You%20can%20create%20tasks%20for%20yourself%20or%20others
https://support.ringcentral.com/article-v2/Intro-to-Shared-Voicemail.html?brand=RingCentral&product=RingEX&language=en_US#:~:text=Add%20up%20to%2015%20voicemail%20co%2Drecipients.
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Product or service

Ooma shared
voicemail box

Dialpad voicemail
management

Quo

Help Scout and
Front

Publisher's
service
(autoattendant.io)

Voicemail delivery
documented

Email to all members
(www.ooma.ca)

Email notification is opt-in
per user (help.dialpad.com)

Email delivery of recordings
and transcripts
(support.quo.com)

Voicemail by email or
integration
(docs.helpscout.com)
(help.front.com)

Voicemail emailed with
recording attached, with a
transcript, to selected
recipients (publisher
description)

Shared state
documented

Setting for what
happens after
email
(www.ooma.ca)

Voicemail history
(help.dialpad.co
m)

Conversation
states shared
(support.quo.com

)

Collision
indicators
(docs.helpscout.c
om)

Owner
dashboard of
calls and
voicemails
(publisher
description)

Assignment or task
documented

Not documented in pages
reviewed

Assign and resolve;
assignee-only resolve

Tasks with assignee and
due date
(support.quo.com)

Assignment: one assignee
in Front (help.front.com)

No task assignment or
shared resolution status is
claimed

Plan or limit noted

Up to 10 users
(www.ooma.ca)

Contact Center and
Department only

Starter allows a limited
number of open tasks

Help Scout lists $25 per
user (www.helpscout.com);
Front Starter $25 per seat,
up to 10 seats (front.com)

Not an answering service;
no CRM integration is
claimed

No product in the table documents every property a callback queue needs. The publisher's row is deliberately
the sparsest: an inbound voice path with email notification that can feed Model A or B, where assignment lives

in the team's register or collaborative inbox. A team should verify that with the acceptance test instead of

assuming an integration.

When the need is people, not software

A tool cannot place the call. If the team's real constraint is that nobody is free to call back, the right category is

a live answering service, not a better inbox. Ruby describes its receptionists as taking messages
(www.ruby.com), PATLive describes 100% human answering with US-based receptionists (www.patlive.com),

and Smith.ai describes agents live-staffed 24/7 (smith.ai). These are vendor claims about their own services.

The callback usually remains the business's job: PATLive says updates reach the business by email, text, its
apps or an integration (www.patlive.com), so the owner question remains. The publisher's service does not

answer calls on a customer's behalf, so a team that needs that should evaluate an answering service directly.

Data Analysis and Evidence

Team size and why small-team defaults matter

The SBA Office of Advocacy's February 2026 FAQ reports 36,207,130 U.S. small businesses
(advocacy.sba.gov), defined as firms with fewer than 500 employees, and 99.7% of firms with paid employees

(advocacy.sba.gov). That definition is far wider than this report's audience. The SBA Advocacy 2025 profile
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https://www.ooma.ca/small-business-phone-systems/how-to/how-to-set-up-a-shared-voicemail-box/#:~:text=Email%20notifications%20to%20all%20members%20whenever%20a%20new%20message%20comes%20in.
https://www.ooma.ca/small-business-phone-systems/how-to/how-to-set-up-a-shared-voicemail-box/#:~:text=to%20select%20what%20happens%20to%20messages%20once%20an%20email%20has%20been%20sent
https://www.ooma.ca/small-business-phone-systems/how-to/how-to-set-up-a-shared-voicemail-box/#:~:text=add%20up%20to%2010%20users%20who%20will%20have%20access%20to%20this%20voicemail%20box
https://help.dialpad.com/docs/manage-your-voicemail.md#:~:text=You%27ll%20now%20receive%20an%20email%20every%20time%20a%20new%20voicemail%20reaches%20your%20inbox.
https://help.dialpad.com/hc/en-us/articles/54844420734363-Voicemail-Management#:~:text=Use%20voicemail%20history%20to%20see%20the%20full%20details%20of%20what%20happened%20with%20the%20voicemail%2C%20including%20actions%20and%20notes.
https://help.dialpad.com/hc/en-us/articles/54844420734363-Voicemail-Management#:~:text=Use%20voicemail%20history%20to%20see%20the%20full%20details%20of%20what%20happened%20with%20the%20voicemail%2C%20including%20actions%20and%20notes.
https://support.quo.com/core-concepts/integrations/email#:~:text=Email%20delivery%20of%20voicemail%20recordings%20and%20transcripts
https://support.quo.com/core-concepts/inboxes/conversations#:~:text=Conversation%20states%20are%20shared%20across%20your%20team.
https://support.quo.com/core-concepts/team-collaboration/tasks#:~:text=Assign%20tasks%20to%20teammates%2C%20set%20due%20dates%2C%20and%20mark%20them%20complete%20without%20leaving%20Quo.
https://docs.helpscout.com/article/71-manage-voice-messages#:~:text=Just%20configure%20your%20voice%20or%20phone%20provider%20to%20send%20voicemail%20notifications%20to%20an%20email%20address
https://help.front.com/en/articles/2891264#:~:text=For%20voicemails%2C%20Front%20will%20display%20call%20recordings%20and%20transcripts%20generated%20by%20Dialpad.
https://docs.helpscout.com/article/99-traffic-cop#:~:text=This%20is%20included%20with%20all%20plans%20and%20is%20automatic
https://docs.helpscout.com/article/99-traffic-cop#:~:text=This%20is%20included%20with%20all%20plans%20and%20is%20automatic
https://help.front.com/en/articles/2344#:~:text=A%20conversation%20can%20only%20be%20assigned%20to%20one%20user%20at%20a%20time.
https://www.helpscout.com/pricing/#:~:text=For%20growing%20teams%20looking%20to%20automate%20more%20tasks
https://front.com/pricing#:~:text=%2425%2Fseat%2Fmo%2C%20up%20to%2010%20seats
https://www.ruby.com/virtual-receptionist/#:~:text=Taking%20messages
https://www.patlive.com/pricing/#:~:text=100%25%20human%20answering%2C%20100%25%20US%2Dbased%20receptionists
https://smith.ai/pricing#:~:text=Live%2Dstaffed%20with%20expert%20agents%2024%2F7
https://www.patlive.com/how-it-works#:~:text=Whether%20you%20prefer%20to%20be%20updated%20by%20email%2C%20text%20message%2C%20in%20our%20apps%2C%20or%20through%20an%20integration%20with%20software%20you%20already%20use
https://advocacy.sba.gov/wp-content/uploads/2026/02/FINAL_FAQsAboutSmallBusiness_2026_012826.pdf#:~:text=There%20are%2036%2C207%2C130%20small%20businesses%20in%20the%20U.S.
https://advocacy.sba.gov/wp-content/uploads/2026/02/FINAL_FAQsAboutSmallBusiness_2026_012826.pdf#:~:text=99.7%25%20of%20firms%20with%20paid%20employees
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includes a table of small business counts by size and industry (advocacy.sba.gov). In Canada, the federal
innovation ministry reports 1.10 million employer businesses as of December 2024 (ised-isde.canada.ca), with
micro-enterprises of 1 to 4 employees making up 59.1% of businesses (ised-isde.canada.ca). The point is

directional: most employers are small enough that a voicemail goes to a handful of people.

Quoted costs of the options

Table 3 lists vendor-stated list prices read on 2026-11-08. These are starting points for a quote, not a price

comparison: billing basis, minimum seats and add-ons differ, and the Help Scout and Front pages show

monthly and annual billing options, so confirm which basis each displayed $25 uses before budgeting.

Item

Trello Free

Quo Starter

Quo Business

Help Scout

Front Starter

Freshdesk
Growth

Zendesk
transcription

Smith.ai Starter
overage

PATLive pay as
you go

Vendor-stated price or limit

Free for up to 10 collaborators per Workspace
(trello.com)

$19 per user per month on the monthly view
(www.quo.com); $15 on the yearly view

(www.quo.com)

$33 per user per month on the monthly view
(www.quo.com)

$25 per user (billing basis to be confirmed;
www.helpscout.com)

$25 per seat per month, up to 10 seats (front.com)

$19 per agent per month, billed annually
(www.freshworks.com)

USD 0.01 per minute for pre-recorded audio
(support.zendesk.com)

$11.50 per call over 30 (smith.ai)

No included minutes (www.patlive.com)

What it buys relative to this report

A register with assignee and due dates (trello.com)

Shared inbox, with a limited number of open tasks

Unlimited tasks per Quo's tasks page

Assignment and collision detection
(docs.helpscout.com)

One assignee at a time (help.front.com)

Ticketing; voice is a separate add-on at $15 per agent
per month on the Omni page (www.freshworks.com)
Usage cost separate from seats

Live agents; per-call billing

Human answering; usage billed

Table 3 shows two cost shapes. Software queues are priced per user, so cost scales with headcount.
Answering services are priced per call or minute, so cost scales with message volume; Ruby states that the
only difference between its plans is the number of receptionist minutes and chats (www.ruby.com). A team of 8

at a $33 per user list price would see $264 per month by simple multiplication, and at $25 per user $200 per
month; these examples assume each displayed price applies to the billing basis you choose, and actual

guotes depend on plan, term and add-ons. The publisher's flat-rate design does not bill per seat, but it does
not include a task queue.

Local calculations the team should run

No external benchmark substitutes for the team's own numbers. Two calculations are enough.
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https://advocacy.sba.gov/wp-content/uploads/2025/06/United_States_2025-State-Profile.pdf#:~:text=Small%20business%20count%20by%20size%20and%20industry
https://ised-isde.canada.ca/site/sme-research-statistics/en/node/439#:~:text=As%20of%20December%202024%2C%20there%20were%201.10%20million%20employer%20businesses%20in%20Canada.
https://ised-isde.canada.ca/site/sme-research-statistics/en/node/439#:~:text=make%20up%2059.1%25%20of%20Canadian%20businesses.
https://trello.com/pricing#:~:text=Free%20for%20up%20to%2010%20collaborators%20per%20Workspace
https://trello.com/pricing#:~:text=Assignee%20and%20due%20dates
https://www.quo.com/pricing#:~:text=%2419%20per%20user%20per%20month
https://www.quo.com/pricing#:~:text=%2415%20per%20user%20per%20month
https://www.quo.com/pricing#:~:text=%2433%20per%20user%20per%20month
https://www.helpscout.com/pricing/#:~:text=For%20growing%20teams%20looking%20to%20automate%20more%20tasks
https://docs.helpscout.com/article/99-traffic-cop#:~:text=This%20is%20included%20with%20all%20plans%20and%20is%20automatic
https://front.com/pricing#:~:text=%2425%2Fseat%2Fmo%2C%20up%20to%2010%20seats
https://help.front.com/en/articles/2344#:~:text=A%20conversation%20can%20only%20be%20assigned%20to%20one%20user%20at%20a%20time.
https://www.freshworks.com/freshdesk/pricing/#:~:text=%2419%2Fagent%2Fmonth%2C%20billed%20annually
https://www.freshworks.com/freshdesk/omni/pricing/#:~:text=Voice%20Growth%20add%2Don%3A%20%2415%2Fagent%2Fmonth.
https://support.zendesk.com/hc/en-us/articles/115007405487-Zendesk-Talk-number-availability-and-pricing#:~:text=Call%20transcriptions%20are%20charged%20at%20USD%240.01%20per%20minute%20for%20pre%2Drecorded%20audio
https://smith.ai/pricing#:~:text=Overage%3A%20%2411.50%2Fcall%20over%2030
https://www.patlive.com/pricing/#:~:text=Pay%20as%20you%20go%20No%20included%20minutes
https://www.ruby.com/plans-and-pricing/#:~:text=The%20only%20difference%20between%20our%20plans%3F%20The%20number%20of%20receptionist%20minutes%20and%20chats
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« On-time callback rate = callbacks due in the period that were completed by the agreed time, divided by
callbacks due in the period. State the denominator and exclude spam and test messages consistently. If
40 callbacks were due in a month and 34 were completed by their promised time, the rate is 34 / 40 =
85% (Hypothetical Example, arithmetic only). The numbers here are illustrative and are not a
benchmark.

« Staff workload estimate = locally measured messages per week multiplied by handling minutes per
message. If a firm measured 60 messages per week at 6 minutes each, that is 360 minutes or 6 hours
per week (Hypothetical Example). Compare the result with real coverage minutes and with the quoted
costs in Table 3. No labor savings, response rates or industry thresholds are assumed.

What the evidence does not show

None of the sources reviewed supplies a measured duplicate-call or missed-callback rate for small teams. The
study of web lead response is not evidence about phone voicemail (www.mortech.com).

Implications and Future Directions

Two shifts are visible in the documentation. First, voicemail is moving from a personal mailbox toward a shared
gueue with statuses. Microsoft's Message Center entries describe status updates and an urgent marker for
voicemail in the Queues app (mc.merill.net), and Microsoft limits shared call history to the last 3,000 entries or
6 months (learn.microsoft.com), so a team needs a register of its own.

Second, ownership features sit in add-ons or plan tiers: Dialpad's voicemail management is limited to specific
line types, Freshworks sells voice as an add-on (www.freshworks.com), and Quo limits open tasks on its
Starter plan. A buyer should re-check at purchase.

Open questions remain: whether a vendor's audio email and transcript email thread as one conversation in a
collaborative inbox, how callback calls link back to tasks, and what export exists on staff departure. These are
product-specific and need the team's own test.

Frequently Asked Questions (FAQs)

What is shared voicemail for a small business team?

Any arrangement that lets more than one person receive or access the same voicemail. Microsoft
distinguishes a group folder from copies delivered to each member, and Zoom documents a shared inbox with
synced played status. The term does not imply an owner or a resolved state.

Is voicemail to email enough for a small business?

For a few messages a day it can be, if the team adds an explicit register with owner, promised-by time, attempt
timestamp and state. Vonage, for example, documents delivery to up to five inboxes (www.vonage.com)
without describing an owner field.
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https://www.mortech.com/hs-fs/hub/25649/file-13535879-pdf/docs/mit_study.pdf#:~:text=we%20looked%20at%20leads%20that%20were%20captured%20through%20a%20web%20form
https://mc.merill.net/message/MC1287371#:~:text=Update%20voicemail%20status
https://learn.microsoft.com/en-us/microsoftteams/aa-cq-plan-shared-call-history#:~:text=Shared%20Call%20History%20shows%20the%20last%203%2C000%20entries%2C%20or%206%20months%20of%20calls%2C%20per%20auto%20attendant%20or%20call%20queue.
https://www.freshworks.com/freshdesk/omni/pricing/#:~:text=Voice%20Growth%20add%2Don%3A%20%2415%2Fagent%2Fmonth.
https://www.vonage.com/unified-communications/features/voicemail-to-email/#:~:text=the%20voicemail%20recording%20can%20be%20sent%20to%20up%20to%20five%20different%20email%20inboxes
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How do | set up a shared business voicemail box for multiple employees?

Use the phone system's shared box if it has one (Ooma documents up to 10 members (www.ooma.ca),
RingCentral up to 15 co-recipients (support.ringcentral.com)), or a group in the email system. Create a
separate group per queue, since sharing one across queues lets every member manage all the voicemails.
Grant delete rights sparingly, since Zoom's delete applies to everyone with access.

How do | assign voicemail follow-up to team members?

Use a layer that supports ownership: a collaborative inbox assignment, a phone platform's voicemail
assignment, or a task with an assignee and due date. Otherwise the register's owner column does the job.

Voicemail email copy vs shared voicemail: which is better?

A copy gives each person an independent read and delete state, so one person's action tells others nothing. A
shared inbox synchronizes state in some products, but a deletion can then remove the message for everyone.
Neither supplies an owner without a separate layer.

How do | track missed calls on a small team?

Count them from the phone system's call log, record each in the register with a state, and compute the on-time
callback rate. Microsoft documents shared call history for call queues and auto attendants that lets agents call
back customers (learn.microsoft.com), capped by entries and age (learn.microsoft.com).

Can an auto attendant ring employee cell phones, and can one business number forward
to team mobiles?

Many services route a menu choice to a person's mobile, but behavior differs: Google Voice ring groups do not
forward to the mobile numbers associated with a user's Voice number (knowledge.workspace.google.com).
The publisher of this site sells an auto attendant that rings team members' existing mobiles and emails
voicemail; it provides inbound routing and notification and does not claim task assignment.

Who returns voicemails on a small team?

Whoever the team names as owner, which is why the owner and backup must be written down. If nobody has
capacity, an answering service can take messages (www.ruby.com), though the business usually still performs
the callback.

Conclusion

"Shared" describes who can see a voicemail, not who will call back. Delivery, access, read state, owner,
attempt and resolution are six separate properties, and vendor documentation covers them unevenly:
Microsoft separates a group folder from per-member copies, Zoom synchronizes played status and shared
deletion, Google documents assignment and resolution in a collaborative inbox, and Dialpad and Quo attach
ownership to voicemail or tasks within specific plans and line types.
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https://www.ooma.ca/small-business-phone-systems/how-to/how-to-set-up-a-shared-voicemail-box/#:~:text=add%20up%20to%2010%20users%20who%20will%20have%20access%20to%20this%20voicemail%20box
https://support.ringcentral.com/article-v2/Intro-to-Shared-Voicemail.html?brand=RingCentral&product=RingEX&language=en_US#:~:text=Add%20up%20to%2015%20voicemail%20co%2Drecipients.
https://learn.microsoft.com/en-us/microsoftteams/aa-cq-plan-shared-call-history#:~:text=Call%20back%20customers%20who%20left%20voicemails.
https://learn.microsoft.com/en-us/microsoftteams/aa-cq-plan-shared-call-history#:~:text=Shared%20Call%20History%20shows%20the%20last%203%2C000%20entries%2C%20or%206%20months%20of%20calls%2C%20per%20auto%20attendant%20or%20call%20queue.
https://knowledge.workspace.google.com/admin/voice/edit-ring-groups#:~:text=Calls%20to%20a%20ring%20group%20are%20not%20forwarded%20to%20mobile%20numbers%20associated%20with%20a%20user%27s%20Google%20Voice%20number.
https://www.ruby.com/virtual-receptionist/#:~:text=Taking%20messages
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The recommendation is staged. Keep voicemail-to-email with a disciplined register while the measured on-time
callback rate is acceptable. Test an existing collaborative inbox with the two-person procedure before paying
for anything. Buy a phone platform or help desk with assigned tasks when the register keeps going stale or
due times and overdue flags are needed. Choose an answering service when the missing resource is people
to place the call. Whatever the choice, remove departed staff from every list on the day they leave and apply
the retention policy to every copy.

Provider behavior is product-specific, was read from public documentation on 2026-11-08, and has not been
tested on paid accounts. The next step is to run the acceptance test on two of the team's own accounts.

Source links

Links cited in this article, in order of first appearance. Full addresses are provided for readers using extracted text.
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. https://learn.microsoft.com/en-us/microsoftteams/manage-shared-voicemail

. https://support.zoom.com/hc/en/article?id=zm_kb&sysparm_article=KB0069406
. https://support.google.com/a/users/answer/167430

. https://help.dialpad.com/docs/voicemail-management.md

. https://support.quo.com/core-concepts/team-collaboration/tasks

. https://lwww.ruby.com/virtual-receptionist

. https://lwww.patlive.com/pricing

. https://advocacy.sba.gov/wp-content/uploads/2026/02/FINAL_FAQsAboutSmallBusiness_2026_012826.pdf
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. https://hbr.org/2011/03/the-short-life-of-online-sales-leads
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. https:/lwww.bc.edu/bc-web/offices/its/support/communication-collaboration/group-email.html
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. https://support.ringcentral.com/article-v2/Intro-to-Shared-Voicemail.html?
brand=RingCentral&product=RingEX&language=en_US

13. https://www.ooma.ca/small-business-phone-systems/how-to/how-to-set-up-a-shared-voicemail-box
14. https://www.vonage.com/unified-communications/features/voicemail-to-email

15. https://support.google.com/a/answer/9204988?hl=en

16. https://mc.merill.net/message/MC1287371

17. https://mc.merill.net/message/MC1443511

18. https://learn.microsoft.com/en-us/microsoftteams/manage-queues-app

19. https://support.google.com/a/answer/1674307?hl=en

20. https://help.aircall.io/en/articles/3819542-assigning-calls-to-your-aircall-teammates
21. https://support.ringcentral.com/s/article/9740

22. https://support.quo.com/core-concepts/inboxes/conversations

23. https://support.quo.com/core-concepts/inboxes/conversation-status

24. https://doi.org/10.1037/0022-3514.65.4.681

25. https://pubmed.ncbi.nim.nih.gov/5645600
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https://learn.microsoft.com/en-us/microsoftteams/set-up-phone-system-voicemalil
https://support.ringcentral.com/article-v2/8045.html?brand=RC_US&product=RingEX&language=en_US
https://support.google.com/voice/answer/168515?hl=en&co=GENIE.Platform%3DDesktop
https://www.ooma.ca/small-business-phone-systems/forwarding-voicemail-to-email
https://support.google.com/groups/answer/2464926

https://docs.helpscout.com/article/99-traffic-cop

https://www.quo.com/blog/delegate-shared-inbox

https://help.front.com/en/articles/2344

https://trello.com/pricing

https://asana.com/pricing
https://support.microsoft.com/en-us/outlook/create-and-manage-task-lists-with-my-day-in-outlook
https://knowledge.workspace.google.com/admin/getting-started/editions/compare-business-editions
https://workspace.google.com/pricing

https://learn.microsoft.com/en-us/microsoft-365/admin/email/about-shared-mailboxes

https://learn.microsoft.com/en-us/office365/servicedescriptions/exchange-online-service-description/exchange-online-limits

https://learn.microsoft.com/en-us/microsoftteams/manage-voicemail-policies
https://docs.helpscout.com/article/71-manage-voice-messages
https://docs.helpscout.com/article/438-assignee-filtering

https://help.front.com/en/articles/2891264

https://www.zendesk.com/pricing
https://support.zendesk.com/hc/en-us/articles/8263915942938-About-the-ticket-lifecycle-and-ticket-statuses
https://knowledge.hubspot.com/tasks/create-tasks

https://knowledge.hubspot.com/tasks/complete-tasks
https://docs.helpscout.com/article/11-understand-conversation-icons-and-colors
https://www.mortech.com/hs-fs/hub/25649/file-13535879-pdf/docs/mit_study.pdf

https://raw.githubusercontent.com/usnistgov/oscal-content/main/nist.gov/SP800-53/rev5/yaml/NIST_SP-800-
53_rev5_catalog.yaml

https://www.cisa.gov/sites/default/files/2025-12/CPG_Report_2.0_508c.pdf
https://support.google.com/a/answer/33314?hl=en&co=DASHER._Family%3DDomain-verified
https://support.google.com/a/answer/115240307hl=en
https://support.quo.com/core-concepts/administration/members
https://support.ringcentral.com/app/message/desktop-web/create-task-ringcentral-app-desktop-web.html
https://help.dialpad.com/docs/manage-your-voicemail.md
https://help.dialpad.com/hc/en-us/articles/54844420734363-Voicemail-Management
https://support.quo.com/core-concepts/integrations/email

https://www.helpscout.com/pricing

https://front.com/pricing
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Auto Attendant

THE PUBLISHER

About Auto Attendant

Auto Attendant gives a small business one phone number and a recorded menu that sends each caller to the
right person. The call rings the mobile that person already carries, using their normal dialler and their normal
mobile plan. Pricing is a single flat monthly fee for the whole company rather than a charge for each user, and
there is no app, desk phone or hardware to install.

One number, one menu, the phones you already own

A caller dials the business number, hears a short greeting and chooses an option. Each option can ring one
mobile, ring several at once so whoever is free answers first, or try people one after another in a set order.
There is no limit on how many people sit on the receiving end, because nobody is billed per seat. Setup is
done by the owner in a few minutes: pick a number, write the greeting, and point each option at a mobile.

What it deliberately is not

An auto attendant routes a call; it does not answer one. Nobody at Auto Attendant speaks to callers, and no Al
stands in for a receptionist. A business that wants its calls handled, messages taken and appointments booked
wants an answering service, which is a different product at a different price. A business that needs call
recording, queues, agent dashboards or CRM integration wants a contact centre platform. Auto Attendant is for
the case where the call should simply reach the right pocket.

Keeping personal numbers off the internet

The business number is the only number a caller ever sees. Personal mobile numbers are never displayed
and never given out, which is what lets an owner put a number on a website, an invoice, a van or a Google
Business Profile without handing a personal line to everyone who finds it. An existing advertised number can
be ported across and kept, and the old line keeps working while the port is in progress.

Work with Auto Attendant

Visit Auto Attendant to see how it works, how it compares to a personal mobile, Google Voice and a full phone
platform, and the current pricing.

Telephone number portability, emergency calling and caller-ID rules differ by country and change over time.
Articles published here describe general practice and cite primary regulator and carrier sources; they are not a
guarantee of any timeline, and they are not legal or regulatory advice for a specific business.

Website: https://autoattendant.io

This article is educational. Verify consequential medical, legal, financial, regulatory and technical decisions with appropriate professionals and the
cited primary sources. Company services are described separately from the article's research findings.
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