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Using Your Phone Service

With Grande Communications, you’ll enjoy great Phone service
and great value. Whether you are looking for unlimited calling to
anywhere in the US, Voicemail, access to our Online Phone
Manager, we have what you need for your calling needs.

Welcome to your new Phone service from Grande Communications.
With so many features available, please take a few moments to
familiarize yourself so you can start enjoying your service.

Service Options
We offer a variety of service options and features to meet your specific
needs. Our most popular bundles include unlimited calls within the U.S.
and Canada, plus 16 calling features.
International Calling
In addition to great domestic long distance calling plans, you will also
enjoy amazingly low international rates to over 260 countries. To see a
complete list of our international rates go to
www.mygrande.com/intlrates.
Mexico Savings Plan
Customers with Optimum and Essential Phone service will receive
special discounted rates when calling to Mexico. For more details go to
www.mygrande.com/intlrates.
To Call Someone in a Country with an International Access Code:
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Grande Communications Phone service provides 911 Emergency calling
to police, fire, and medical services. Our 911 emergency calling will
automatically relay your phone number and address in the event you are
unable to do so, provided your public safety system supports this feature.
In locations where this service is not available, you will be asked for
your phone number and address.

For example, if you are calling Paris, France, dial 011(the international
access code), 33 (the country code for France), 1 (the city code for
Paris) + the local telephone number.
To see a complete list of our international country codes go to
www.mygrande.com/intlrates.

As an added protection during a power outage, we provide battery
backup. This backup provides up to 8 hours of standby time and up to
4 hours of talk time for your Grande Communications Phone service, so
even if you don’t have power, you can still dial 911.
Note: As with any phone service, a cordless phone will not work in a
power outage so you should have a working non-cordless phone in
your home at all times.
Important: In order to not disrupt access to 911 Emergency calling,
do not move your phone modem without notifying Grande Customer
Service.

Directory Assistance
By dialing 411 you will gain access to any listed number in the United
States. Provide the city and state, and we will find the desired listing
including the area code. Directory assistance calls are charged on a
per-use basis.
Directory Listing
Grande offers primary and non-published directory listings within your
local while pages. Your phone number, or primary directory listing, is
provided at no charge in the telephone directory published by the local
phone carrier within your local Texas area.
Non-published directory listings are available upon your request for a
monthly fee. Your name, address and phone number will not be published
in the phone directory or street address directory and will not be
obtainable by the general public.
Operator Services
Grande Operators are available for you at all times. Just dial 0 and you
will connect to an Operator that can help you place any of the following
calls:
Collect Calls – The Operator will connect the call for you and request
payment from the called party.
Person-to-Person Calls – The Operator will connect you to a particular
person.
Bill to Third-Party Calls – The Operator contacts one phone number
and requests that the call charged to another phone number.
Operator assisted calls are charged on a per use basis.
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Call Trace

Deactivate Outage Protection Service

Grande Username and Password

Managing your Calling Features

Call Trace ensures the phone number of your last incoming caller is
traced to provide necessary information to law enforcement agencies.

1.

Lift the phone and listen for dial tone.

Our Online Phone Manager makes it easy for you to activate or
deactivate your Grande phone features.

2.

Dial *95.

Your Grande Username is the same as your Grande Home Page
(www.mygrande.net) username or the first part of your email address
before the “@” symbol.

3.

Listen to the deactivation message and hang up.

•

Turn Anonymous Call Rejection On or Off.

Example: If your email address is johndoe@mygrande.net then your
Grande Username is “johndoe”.

•

Control Call Forwarding Options.

Account PIN

•

Turn Do Not Disturb On or Off.

The Account PIN, also referred to as your CPNI Passcode, will be
required the first time you use the Online Phone Manager. The
Account PIN can be found on the top right section of your Bill
Statement. Whenever you contact Grande you will be required to
provide this PIN to authenticate yourself.

•

Set-up Priority Ringing features.

•

Create a Selective Call Rejection list.

•

Turn Caller ID Blocking On/Off for calls.

Important: If you do not have your Grande Username or passcodes
you will need to contact Grande Customer Service to create them for
you.

•

Set up your Speed Dial keys from 2-9 and 00-99.

•

Turn Call Waiting On/Off for all calls.

To use Call Trace
1.

When you receive a harassing or offensive call, hang up immediately.
Outage Protection service is deactivated.

2.
3.
4.
5.

6.

Leave the phone on the hook for about 10 seconds to ensure that the
call terminates.
Lift the receiver and listen for the dial tone. If you do not hear a dial tone,
the call may not yet be terminated and you will need to repeat Step 2.

Outage Protection Service Status
1.

Lift your phone and listen for dial tone.

2.

Dial *14.

3.

Listen to the status announcement and hang up.

Dial *57.
Fill out the “Letter of Authorization for Call Trace” form located in the
“Law Enforcement Agency Handbook” document at
www.mygrande.com/policies.
Provide the form to your local law enforcement agency.

Important: The information provided by Call Trace will not be available to
you directly. It will only be available to law enforcement authorities
possessing a valid subpoena or other valid legal authorization. If the
call is life threatening, call your local law enforcement authorities
immediately.

Note: You can use the Online Phone Manager to activate and
deactivate Outage Protection Service.

Your Call History

Your Online Phone Manager

You can view a detail of each call you have made or received using the
Call History capabilities of Online Phone Manager.

Managing your account is just a click away with Online Phone Manager.
You can listen to messages, manage your calling features, view your call
history, and much more.
Managing your Voicemail

Outage Protection Service

Our Online Phone Manager lets you control advanced features for your
Voicemail.

Grande Phone services include Outage Protection Service. In case of
a service outage, this protection service will redirect incoming calls to
another phone number so you never miss an important call. You must
activate this service using either the Online Phone Manager or the
* codes as detailed below.
Activate Outage Protection Service
1.

Lift the phone and listen for dial tone.

2.

Dial *94 and wait for the announcement.

3.

Enter the phone number where calls should be forwarded followed
by #.

4.

Wait for confirmation announcement and hang up.

Outage Protection service is activated.

•

List to your Voicemail online.

•

Erase Voicemail messages.

•

Change the number of rings before a call goes to Voicemail.

Accessing Online Phone Manager

•

Turn Voicemail On or Off.

To access Online Phone Manager go to http://phonemanager.mygrande.net
or click on the Online Phone Manager links on the Grande Portal
(www.mygrande.net).

•

Set up an automatic email notification when you have a new Voicemail.

•

Set up email forwarding so you can actually get an email containing an
attachment with a new Voicemail message.

•

Change your Voicemail passcode.

The first time you access the Online Phone Manager, you will be
prompted for your Grande ID, password, Account Number, and your
Account PIN to register your email address.
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Your Calling Features

Unblocking Caller ID Permanently

Call Waiting

Enable Call Waiting

Our Phone service offers a powerful set of calling features that give
you more control. Whether you want to see who’s calling, or you want to
have a special dial tone associated for your favorite caller – Grande has the
calling features you need. Different features are available either on our
Optimum or Essential Phone Services, as noted below.

1.

Lift the phone and listen for dial tone.

1.

Lift the phone and listen for dial tone.

2.

Dial *36 and wait for confirmation announcement and hang up.

Call Waiting lets you accept an incoming call while you are talking to
another caller. A special beeping tone alerts you of a second caller. You
can either answer the second caller or continue talking.

2.

Dial *43.

You can accept the incoming call by using the switchhook on a noncordless phone or the flash button on a cordless phone (located on the
keypad). The switchhook is the button that disconnects your call when
you hang up. When you press the switchhook, make sure you press it
firmly and then release it to activate the feature. Pressing for too long
may disconnect the call.

3.

Listen for confirmation announcement and hang up.

Caller ID
Caller ID lets you see the date, time, and telephone number of the
person calling before you answer the call or in the call history on your
phone. You must have a phone with Caller ID capabilities or an add-on
Caller ID unit in order to use this service.
Caller ID Displays
Your Caller ID may display various codes instead of an actual telephone
number when you receive incoming calls:
•

•
•

P, Private, Blocked, Anonymous or No data: This means the
caller’s number was blocked by the caller from displaying or could
not be delivered by the network.
E or Error: The phone or Caller ID unit cannot identify the caller’s
number.
Out of Area: The call is coming from an area that does not
support Caller ID.

Important: Caller ID can be used with most answering machines as long
as you set your machine to pick up after the second ring.

Caller ID Blocking
Get the security you need by permanently or temporarily blocking your
phone number from appearing on the Caller ID unit of the number
you call. You can block your phone number on a call-by-call basis or
permanently.

You phone number will now appear on the Caller ID unit of anyone you
call from your home.
Note: You can also activate and deactivate Caller ID Blocking from the
Online Phone Manager.

Temporarily Blocking Caller ID
1.

Lift the phone and listen for dial tone.

2.

Dial *67 and wait for confirmation tone.

3.

Dial the phone number of the person you are calling. Your phone
number will not appear on the Caller ID unit of the person you are
calling.

4.

When you hang up, Caller ID Blocking is terminated.

Temporarily Unblocking Caller ID
If you have set your phone service to block your Caller ID permanently
via our Online Phone Manager or through *31, you may temporarily
unblock your phone number on a call-by-call basis.
1.

Lift the phone and listen for dial tone.

2.

Dial *65 and wait for the confirmation tone.

3.

Dial the number you wish to call. Your number will appear on the
Caller ID unit of the number you call. When you hang up, this
function is cancelled. The next call you make will be ‘Private’ unless
you again unblock your Caller ID.

Answer Call waiting

Note: You can use the Online Phone Manager to cancel Call Waiting
for all calls.

1.

Call Waiting ID

2.

You will hear a special beeping tone letting you know a second
caller is waiting.
Quickly press and release the Switchhook or Flash button on your
phone.

3.

Your first caller will automatically be placed on hold while you get
connected to your second caller.

5.

If you need to alternate between the two callers, simply press the
Switchhook or Flash button. While talking to each caller the
conversations remain private.

6.

To end either call, hang up. The phone will then ring and when you
answer, the remaining caller will be on the line.

Cancel Call Waiting (per Call)
1.

Lift the phone and listen for dial tone.

2.

Dial *70.

3.

Listen for confirmation tone.

4.

Enter the phone number you would like to call. Call Waiting
automatically turns back on when you hang up.

Blocking Caller ID Permanently
1.

Lift the phone and listen for dial tone.

Disable Call Waiting (Permanent)

2.

Dial *31 and wait for confirmation announcement and hang up.

1.

Lift the phone and listen for dial tone.

2.

Dial *39.

3.

Listen for confirmation announcement and hang up.

You phone number will not appear on the Caller ID unit of anyone you
call from your home.

Important: Activating Call Forwarding Always will disable Call Waiting.
When you cancel Call Forwarding Always, your Call Waiting will be
reactivated.

Caller ID also works with Call Waiting. When you hear a call waiting
tone, capable phones will display the incoming call information.

Three-Way Calling
Get everyone connected with Three-Way Calling. You can connect a
third participant to your phone call, regardless of who initiated the call.
You will use the switchhook on a non-cordless phone or the flash
button on a cordless phone (located on the keypad) to connect the third
participant. The switchhook is the button that disconnects your call when
you hang up. When you press the switchhook, make sure you press it
firmly and then release it to activate the feature. Pressing for too long
may disconnect the call.
Connect with Three-Way Calling
1.

Press the Switchhook briefly. The current call is placed on hold and you
will hear dial tone. If your phone is equipped with a Flash button,
pressing the Flash button is the same as pressing the Switchhook.

2.

Dial the third participant and wait for them to answer.

3.

Once they have answered, press the Switchhook or the Flash button
briefly and connect all three parties.

4.

If the third participant’s phone line is busy or no one answers the
phone, press the Switchhook or the Flash button briefly to
disconnect the call and return to the original participant.
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Disconnecting the Third Participant
1.

When you are ready to get back to a two-party call, press the
Switchhook or the Flash button twice briefly.

2.

The third participant is disconnected and you remain connected to
your original participant.

Important: All participants can be local, long distance or international.
Depending on your phone service you will be charged for any long
distance or international calls you initiate. Any of the 3 call participants can
disconnect from the call at any time. If you hang up, the call is
terminated between all participants.

Deactivating Call Forwarding Always

Call Forwarding No Answer Status

Deactivate Call Forwarding Busy

1.

Lift your phone and listen for dial tone.

To see if your Call Forwarding No Answer status is enabled or disabled,
simply dial *13.

1.

Lift the phone and listen for dial tone.

2.

Dial *73.

2.

Dial *91.

3.

When you hear deactivation announcement, Call Forwarding Busy
is cancelled.

1.

Lift your phone and listen for dial tone.

2.

Dial *13.

Call Forwarding Status

3.

Listen to the status announcement and hang up.

You can verify if your Call Forwarding status is either enabled or
disabled:

Number of rings on Call Forwarding No Answer

3.

When you hear the announcement, Call Forwarding Always has
been deactivated.

Call Forwarding Busy Status
You can always know to the status (enable or disabled) of your Call
Forwarding Busy feature by dialing *12.

Call Forwarding

1.

Lift your phone and listen for dial tone.

You can set the number of rings before a call evokes the Call
Forwarding No Answer feature. The valid numbers are 0, 2-20.

1.

Lift your phone and listen for dial tone.

No more worries about missing important calls when you are away
from home when you have Call Forwarding. You can forward your home
phone number to any number of your choice.

2.

Dial *11.

1.

Lift your phone and listen for dial tone.

2.

Dial *12.

3.

Listen to the status announcement and hang up.

2.

Dial *98.

3.

Listen to the status announcement and hang up.

3.

Listen to the announcement and enter a valid number (0, 2-20).

Note: You can use the Online Phone Manager to activate and
deactivate Call Forwarding Busy.

4.

Listen to the confirmation announcement and hang up.

Important:
•
You can forward calls to a local or long distance phone number,
but long distance charges may apply depending on your level of
service.
•

Any calls forwarded to an international number will be billed as if you
called that phone number directly.

•

You can continue to make outgoing calls when any of the Call
Forwarding features are activated.

Note: You can use the Online Phone Manager to activate and
deactivate Call Forwarding Always.

Call Forwarding No Answer
Call Forwarding No Answer redirects calls to a phone number you
designate when your phone is not answered within the first 4 rings.
Calls are redirected unto you cancel the forwarding option.
Activate Call Forwarding No Answer

Note: You can use the Online Phone Manager to activate and
deactivate Call Forwarding No Answer.

Call Forwarding Busy

Selective Call Forwarding
Use Selective Call Forwarding to forward calls from specific numbers on
a forwarding list to the phone number that you designate. All other calls
ring through to your phone.

Another way to never miss a phone call is to redirect incoming calls
to another phone number when you are on your phone. Without Call
Forwarding Busy, the caller would receive a busy signal. If you aren’t on
your phone, then calls will be directed to your phone number as usual.

Adding Phone Numbers to Selective Call Forwarding

Activate Call Forwarding Busy

1.

Go to: https://phonemanager.mygrande.net and log in.

2.

Click on Call Forwarding and enter the desired phone number and
name on the Selective Call Forwarding section.

3.

Save your changes and enable the feature.

Call Forwarding Always

1.

Lift the phone and listen for dial tone.

You can forward your calls to another phone number if you don’t want
to miss an important call. Your calls will stay forwarded until you
cancel the forwarding option.

2.

Dial *92 and wait for the announcement.

3.

Enter the phone number where you want your calls forwarded
followed by #.

1.

Lift the phone & listen for dial tone.

Wait for confirmation announcement and hang up.

2.

Dial *90 and wait for the announcement.

Your Call Forwarding No Answer is now activated.

3.

Enter the phone number where calls should be followed by #.

Deactivate Call Forwarding No Answer

4.

Wait for confirmation announcement and hang up.

Enter the phone number where you want calls forwarded followed
by #.

1.

Lift the phone and listen for dial tone.

Call Forwarding Busy is activated.

Wait for confirmation announcement and hang up.

2.

Dial *93.

3.

When you hear the deactivation announcement, your
Call Forwarding No Answer has been cancelled.

To use Selective Call Forwarding you will need to add at least one phone
number to your list.

Activate Calling Forwarding Always
4.
1.
2.
3.
4.

Lift the phone and listen for dial tone.
Dial *72 and wait for the announcement.

Call Forwarding Always has been activated.

Selective Call Forwarding is now enabled
Activate Selective Call Forwarding
1.

Lift the phone and listen for dial tone.

2.

Dial *63 and wait for the announcement.

Selective Call Forwarding is activated.
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Deactivate Selective Call Forwarding
1.
2.
3.

4.

Wait for confirmation announcement and hang up. The Speed Dial
key has been set up to the phone number you just entered.

5.

Write down the Speed Dial key you assigned to each phone number.

6.

Repeat steps 1 through 5 for each phone number you want to as
sign a Speed Dial key.

Lift the phone and listen for dial tone.
Dial *83.
When you hear deactivation announcement, Selective Call
Forwarding is cancelled.

Important:
•
You can dial outgoing calls to phone numbers on your forwarding list.

To use Speed Dial 8 (2-9) from the phone after programming, you
should dial the Speed Dial code number, then # (e.g. 2#).

3.

You will hear the most recent number that called you.

Cancel Do Not Disturb

4.

Follow the instructions and press 1.

1.

Lift the phone and listen for dial tone.

5.

If the called phone number is busy or no one answers the call,
hang up the phone and repeat Step 1.

2.

Dial *79.

3.

Wait for deactivation announcements and hang up.

Important:
•
Call Return only works on local phone number.
•

Call Return may not work if the original caller used a phone number
blocking feature.

•

To delete the Call Return number (the most recent number that
called you) dial *89.

Set Up Speed Dial 100 (digits 00-99)
•

•

•

•

•

You will receive a reminder ring on your phone when incoming
calls pass through. However, you will not be able to answer the
call from your phone.
Since one ring signal is sent to your phone for phone numbers on
the forwarding list, answering machines or fax machines
connected to your phone line should be set not to respond to
incoming calls on the first two rings.

1.

Lift the phone and listen for dial tone.

2.

Dial *75 to program digits 00 to 99 as your Speed Dial keys.

3.

Wait for dial tone and enter the digits you want to assign as the
Speed Dial key (e.g. 00-99) followed by the phone number to be
programmed.

Auto Redial dials the phone number of your most recent outgoing call.

Note: You can also activate and deactivate Do Not Disturb from the
Online Phone Manager.

1.

Lift the receiver and listen for dial tone.

5.

Write down the Speed Dial key you assigned to each phone number.

2.

Dial *59.

Selective Call Rejection blocks incoming phone numbers you specify
to be blocked. Your phone does not ring when these calls arrive. The
caller is disconnected after hearing a short message stating that you are
not accepting calls at this time.

6.

Repeat steps through 5 for each phone number you want to assign a
Speed Dial key.

3.

You will hear the standard tone indicating you are calling the most
recent phone number you called.

To use Speed Dial 100 (00-99) from the phone after programming, you
should dial the Speed Dial code number, then # (e.g. #02).

4.

Important:
•
You can program a total of 108 Speed Dial keys. The telephone
keys are 2-9 and 00-99.

Important: Auto Redial cannot be used to call 911.

•

When you activate Do Not Disturb, all incoming calls are automatically
sent to Voicemail so your phone does not ring.

Speed Dial

Set Up Speed Dial 8 (digits 2-9)

Do Not Disturb overrides all Call Forwarding settings.

Selective Call Rejection

The Selective Call Forwarding list overrides any other enabled
Call Forwarding feature for incoming numbers contained on the
list.

You can quickly dial up to 108 pre-programmed phone numbers from
any phone in your home.

•

Using Auto Redial
4.

Note: You must use the Online Phone Manager to add phone
numbers on your forwarding list before you can enable Selective Call
Forwarding functions.

Important:
•
A ring signal is not sent to your phone while Do Not Disturb is
activated. Any answering machines or fax machines connected to
this phone line will not be able to respond to incoming calls.

Wait for confirmation announcement and hang up. The Speed Dial
key has been set up to the phone number you just entered.

You can forward your phone to a local or non- local number. How
ever, depending on your phone service you will be billed for calls
forwarded to long distance or international numbers, similar to
dialing that number directly.

If a number is contained on both the Selective Call Forwarding list
and the Selective Call Reject list, Selective Call Reject takes
precedence in the processing of that number.

Auto Redial (*59)

Do Not Disturb is cancelled.

You can set up Speed Dial to local, long distance or international
phone numbers. Make sure to include all digits you regularly dial.

Note: You can assign and manage your Speed Dial keys through the
Online Phone Manager.

Call Return (*69)

If the called phone number is busy or no one answers the call,
hang up the phone and repeat Step 1.

Do Not Disturb

You must use the Online Phone Manager to activate all Selective
Rejection function.
Adding Phone Numbers to Selective Call Rejection
To use Selective Call Rejection you will need to add at least one phone
number to your list.
1.

Go to https://phonemanager.mygrande.net and log in.

2.

Click on Selective Call Rejection and enter the desired phone
number(s) and name(s).

3.

Save your changes and enable the feature.

Activate Do Not Disturb
1.

Lift the phone and listen for dial tone.

2.

Dial *78.
Wait for confirmation announcement and hang up.

Selective Call Rejection is now enabled.

1.

Lift the phone and listen for dial tone.

With Call Return (*69) you can automatically dial back the most recent
phone number that called you.

3.

2.

Dial *74 to program digits 2 to 9 as your Speed Dial keys.

Using Call Return

Do Not Disturb is activated.

3.

Wait for dial tone and enter the digit you want to assign as the Speed
Dial key (e.g. 2-9) followed by the phone number to be programmed.

1.

Lift the phone and listen for dial tone.

2.

Dial *69.
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Anonymous Call Rejection

2.

Click on Priority Ringing and enter the desired phone number and name.

Message Notification

Voicemail Guide Menu Options

You can stop receiving unidentified calls with Anonymous Call
Rejection. When incoming calls do not have a caller’s name or phone
number. Anonymous Call Rejection will automatically route these calls
to a short message stating that you are not accepting calls at this time
and your phone will not ring.

3.

Save your changes to enable the feature.

Your Voicemail service will notify you that you have a new message.
When you pick up the phone to hear a dial tone, you will hear a stutter-tone
indicating you have a new message. If your phone is equipped with a
message waiting light, it will also be lit.

When you access Voicemail, you will start at the Voicemail Box menu.
There are several options:

Priority Ringing is now enabled.

Activate Anonymous Call Rejection

Important:
•
A caller will not be aware you have Priority Ringing. The caller
hears the regular, familiar ring.

1.

•

List the phone and listen for dial tone.

Priority Ringing may not work with all phones.

2.

Dial *77.

Your Voicemail Service

3.

Wait for confirmation announcement and hang up.

Your Grande Voicemail service help you never miss an important call,
whether you’re out of town or on the other line. With our advanced
tools, you can even get email alerts when you have new Voicemail and
listen to Voicemail from most Internet-connected devices.

Anonymous Call Rejection is activated.
Deactivate Anonymous Call Rejection
1.

Lift the phone and listen for dial tone.

Voicemail is included with our Optimum Phone Service and available as
an optional service with our Essential Phone service.

2.

Dial *87.

Note: As a default, your new voicemail password will be set to 9999.

3.

Wait for confirmation announcement and hang up.

Anonymous Call Rejection is deactivated.
Important:
•
Anonymous Call Rejection specifically blocks calls from phones
that have made the caller’s phone number private.
•

This service does not apply to calls originating from phones where
Caller ID service is not offered.

Note: You can also activate and deactivate Anonymous Call Rejection
from the Online Phone Manager.

Voicemail Service Features
Our Voicemail service has all the standard features you need to manage
your calls:
•
•
•
•
•
•

Listen to messages at home, away from home or online.
Message playback controls (rewind/fast-forward).
Send messages to other Grande Communications users.
Create multiple personal greetings.
Advanced mailbox management tools.
Use online phone manger to listen, download and e-mail your
voice messages.

Priority Ringing

Note: Voicemail is enabled by default thus if you plan to use a personal
answering machine Grande voicemail should be disabled.

With Priority Ringing, you can set up a list of special callers so your
phone will ring with a special tone when they call.

Types of Voicemail Messages

Note: You can only setup Priority Ring using Online Phone Manager.

Adding Phone Numbers to Priority Ringing
To use Priority Ringing you will need to add at least one phone number
to your list.
1.

Go to: https://phonemanager.mygrande.net/and log in.

• New – messages that have not yet been reviewed.
• Skipped – new messages you choose to skip are saved in a special
category.
• Saved – messages that have been reviewed and saved.
• Deleted – messages that have been reviewed and deleted. Messages
may be undeleted until you hang up or return to the Guide Menu.

Note: You can also choose to get a new Voicemail message delivered
to you via email using the Online Phone Manager.

To clear the Message waiting indicator:

MESSAGE OPTION

KEY

Listen to Messages

1

Change your mailbox busy greeting

2

Change your mailbox no answer greeting

3

Compose and send a new message

5

1.

Lift the phone and listen for dial tone.

Delete all messages

7

2.

Dial *99.

Change your Passcode

8

3.

Listen to the confirmation announcement and hang up.

Record your name

9

Repeat Options

#

Note: You can use the Online Phone Manager to receive notification
of new Voicemails or to get copies of Voicemail messages via your
email.

Important: When using the Voicemail system, you can enter a menu
choice at any time. You do not need to wait for the announcement to
finish playing.

Voicemail Storage/Time Rules
Setting Up Your Voicemail
You can store up to 60 minutes of recorded new and saved messages
in your mailbox at any one time. The maximum message length is 2
minutes. Saved messages will be stored for a maximum of 60 days
and then deleted. When a mailbox is full, no new messages can be
recorded.

The first time you use your Voicemail you will be required to set it up by
changing the default Passcode and your name.
1.

Lift the phone and listen for dial tone.

Accessing Your voicemail

2.

Dial *86 from home.

From home

3.

When prompted, enter your default Passcode, which is 9999, then
press #.

4.

Listen to the instructions for creating a new Passcode and enter
your new 4 -10 digit Passcode, then press #.

5.

When prompted, re-enter your new Passcode, then press #. Be
sure to write down your Passcode so you do not forget it.

1.

Lift the phone and listen for dial tone.

2.

Dial *86.

3.

When prompted, enter your Passcode, then press #.

Away From home
Setting Up Your Greetings
1.

Dial your Grande Communications phone
number.

2.

Press the * key anytime during your recorded greeting.

3.

When prompted, enter your Passcode then press #.

You can set up your Voicemail so that callers hear a different personal
greeting if you don’t answer, if the line is busy, or if you will be away
from the phone for an extended period.
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Personalize the No Answer Greeting

OPTIONS MENU

The No Answer Greeting cannot be turned off. A standard system
greeting with your name will automatically be played unless you create
a personalized No Answer Greeting.
1.

Lift the phone and listen for dial tone.

2.

Dial *86 to access your voicemail from home.

3.

Press 1 to record a new greeting.

5.

When prompted, record your greeting and press # when done.

6.

If you are satisfied with the greeting, press * to save and the new
greeting will be activated.

Lift the phone and listen for dial tone.

2.

Dial *86 to access your voicemail from home.

3.

Save message

#

Erase message

7

You can change your Passcode as many times as you want – just make
sure to keep track of the new Passcode.

Repeat the message

2

To change your Passcode:

Play the message envelope

5

Previous message

4

Next message

6

Additional options

9

Previous Menu

*

Lift the phone and listen for dial tone.

2.

Dial *86 to access your voicemail from home.

3.

Press *.

4.

Press 8 to reach the Change Passcode Settings menu.

Navigating during Playback

5.

Listen to the instructions for creating a new Passcode.

These navigation options are available while the message is playing:

6.

Enter your new 4 -10 digit Passcode then press #.

7.

Re-enter the new Passcode then press #.

8.

Listen to the confirmation announcement and hang up.

Changing a Personalized Busy Greeting
1.

MESSAGE OPTION

KEY

Pause Message

2

Skip backward

1

Skip forward

3

Press 2 for Busy Greeting.

Jump to beginning

4

4.

Press 1 to record a new greeting.

Jump to End

6

5.

When prompted, record your greeting and press # when done.

6.

If you are satisfied with the greeting, press * to save and the new
greeting will be activated.

Important: Be sure to record your entire personal greeting and press *
to save and activate your new greeting before hanging up. If you hang
up before you have activated your new greeting, the prior greeting will
remain active.

Changing your Passcode

1.

Press 3 for No Answer.

4.

KEY

Important:
•
Each message includes the date and time the message
was left.
New messages are played first, then Skipped messages,
•
then Saved messages.
•
When you have listened to all your messages, you will be
returned to the Guide Menu.

Deleting Saved Messages

Listening to Messages

To delete saved messages and free up storage space:

1.

Lift the phone and listen for dial tone.

1.

Lift the phone and listen for dial tone.

2.

Dial *86 to access your voicemail from home.

2.

Dial *86 to access your voicemail from home.

3.

Press 1. You will hear a recording about the number of messages
in the folder and the first message will be played.

3.

Press 1 to hear any new messages.

4.

Press 7 to delete each message as it plays.

Important: Should you forget your Passcode, don’t hesitate to contact
Grande Customer Service.

Here is a guide to each light on a standard phone modem:

1

1.
2.
3.
4.
5.
6.
7.
8.

2

3

4

5

6

7

8

Battery
Telephone 2
Telephone 1
Link
Online
US (Upstream)
DS (Downstream)
Power

NOTE: Your modem may look different than the modem shown above.
You can find more information about you modem
www.mygrande.com/userguides.

If your system is connected and working properly these lights will be
steady green. Many lights will blink if the device is in use. The
Telephone 2 light will be dark if you only have one telephone line.

Note: You can use the Online Phone Manager to change your Passcode.

Understanding Your Equipment
You will receive a phone modem with your Grande Phone Service. This
single device connects our network to your phones and home computer
and is compatible with almost all existing cordless and non-cordless
phones. The phone modem comes with battery backup so if your power
goes down, your Grande Phone Service will still be available for up to 8
hours of standby time and up to 4 hours of talk time.

Important: If your modem is reset or if there is a problem, your lights
will flash orange.

Back View of Phone Modem

Front View of Phone Modem
7

If the modem is operating correctly the light sequence for Phone
Modem will be:
Power (solid)
Us (solid)
Online (solid)
Link (Blinking)
Telephone (solid to what line is active on the modem)

1.
2.
3.
4.
5.
6.
7.

Power Cord
Cable
Reset
USB
Ethernet
Telephone 2
Telephone 1

6

5

4

3

2

1
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Troubleshooting Tips

Problem: Cannot Receive Calls.

Problem: No dial tone.

Try This: Check all phones to be sure that the ringers have not been
turned off and to see which phones are affected. You should also make
sure that you do not have Call Forwarding or Do Not Disturb features
activated. Verify the phone modem is connected to the phone or
installation phone jack.

Try This: Check the lights on your phone modem (the device
connecting your cable to your phone adapter).
•

Power Light – should be solid. If not, verify that the device is
plugged directly into a working power outlet.

•

DS (Receive) Light – should be solid. If not, verify that the coax
cable and power cord are plugged directly into the device. Unplug
the power cord from the device and leave it disconnected for 60
seconds. Reconnect the power cord. If the receive light still does
not light up solid, please contact Grande Customer Service.

•

US (Send) Light – should be solid. If not, verify that the coax cable
and power cord are plugged directly into the device. Unplug the
power cord from the device and leave it disconnected for 60
seconds. Reconnect the power cord. If the send light still does not
light up solid, please contact Grande Customer Service.

Try This: Check all phones to see if only specific phones are affected by
this problem. If using a cordless phone, test with a non-cordless phone
if possible. If only certain phones are susceptible, check connections or
replace the phone itself.

Can I use my own answering machine?

Verify the type of call the other party is making. If they are using a cell
phone, your conversation could be affected by reception difficulties. If
the call is a local or long distance call from a standard phone line and
you are still experiencing problems, please contact Grande Customer
Service.
Problem: I Am Getting Short Rings on My Phone and No One is There
When I Answer.

Telephone 1 Light – should be steady green when a device is
connected. They will blink if the device is in use.

Problem: One of My Phone Jacks is Not Working.

Battery Light - should be steady green. It will blink if there is a
problem with the battery. Your connection should not be affected
by the status of the battery light as long as you have power to the
phone modem. If the battery light is off, make sure the Modem is
plugged in and the battery is securely connected. If the light off or
flashing, please contact Grande Customer Service.

Make sure that all phones are on the hook and that cordless phone
batteries are charged. Plug the phone directly into the phone adapter to
determine if the issue may be related to wiring inside your home. Try to
plug a working corded phone into different jacks to find out if the issue
is isolated to one phone or jack.

Call history itemization is available through our Online Phone Manager
tool located at https://phonemanager.mygrande.net.

Yes. Contact Grande if you would like to put a block on all international
calls.

Link (PC) Light – should be blinking. If not, verify that the Ethernet
cable is plugged in to both the cable modem and the phone
adapter. Unplug the power cord from the phone adapter and leave
it disconnected for 60 seconds. Reconnect the power cord. If you
still do not have dial tone, please contact Grande Customer
Service.

•

E911 (Enhanced 911) has the benefit of automatically transmitting your
telephone number and location to the 911 Operator. E911 automatically
comes with your Grande Phone Service at no charge.

Problem: Calls Disconnecting or Can’t Hear the Other Side of the
Conversation.

•

Telephone 2 Light – should be steady green when a device is
connected. They will blink if the device is in use. Will be dark if you
only have one telephone line.

Where can I view detailed call information?

Can I restrict international calling?

Online Light – should be solid.

•

What is E911? Does Grande Communications Offer E911 service?

If all phones are affected, please contact Grande Customer Service.

•

•

FAQ’s

Try This: If your phone is giving only one short ring, you may have Call
Forwarding activated on your line. Please refer to call forwarding status
in the phone section to verify call forwarding status.

Try This: Try plugging another phone into the jack to verify that the
problem is not the phone itself. Check every phone and make sure they
are securely plugged in. If you continue to experience problems with the
jack, call Grande Customer Service.
Problem: My Personal Answering Machine is Not Working.
Try this: Verify that Grande Voicemail is disabled. You can disable
Voicemail through our Online Phone Manager located at
http://phonemanager.mygrande.net or by contacting Grande Customer
Service.

Yes, however you will need to disable Grande voicemail. You can disable
Voicemail through our Online Phone Manager located at
http://phonemanager.mygrande.net or by contacting Grande Customer
Service.

Important: If for any reason you need to move the phone modem or
take it to another residence, please contact Grande Customer Service
so your E911 service is maintained.

Do I need to buy a special type of phone or other equipment?
No, your current home phone will work with Grande Phone service.
Will my fax machine work with Grande Phone service?
Grande Phone service is compatible with most fax equipment brands.
If you have Basic, Essential or Optimum Phone service, make sure that
your fax speed is set to the lowest level.

Note: voicemail is enabled by default if voicemail feature is activated.

Will my current answering machine work with Grande Phone service?

Will fax machines work with Grande Communications Phone
service?
Yes, Phone service is compatible with most fax equipment brands;
however the baud rate may need to be set on low and error correction
may need to be disabled.

Yes, your answering machine will work with our Phone service. If you
currently have Grande Voicemail service set up, you will need to disable
Grande Voicemail. Customers with access to the Online Phone Manager
can disable voicemail through the online manager. If you do not have
access to online phone manager please Contact Customer Service to
disconnect voicemail service.

Can I use my existing telephone and caller ID equipment?

Can I select my own phone number?

The majority of cordless and non-cordless phones, caller ID units,
answering machines, fax machines and alarms will work with Grande
Communications Phone service. We suggest you test your equipment
once your Grande Phone service is installed.

Grande doesn’t provide vanity numbers, however we do offer a selection
of available numbers from which you may choose.

Can I watch TV and surf the Internet while I’m on the phone?

Yes, with Grande you can port your landline number over from most
other providers within the same service.

Yes, you can use all three services at the same time, on the same wall
outlet.
If my TV service stops working will I still be able to make phone
calls?
In most cases an interruption in TV service should not affect your
phone. However, outages can cause an interruption in your Phone
service. All Grande Phone services include our Outage Protection
service. In case of an outage, this service will redirect incoming calls to
another phone number so you never miss an important call. Remember
to activate this service in order for it to work.

Can I keep my current phone number?

Note: The phone number must be active with the current provider for
porting.

I am trying to set up my home voice mail for the first time. What is
the default passcode?
The default passcode is 9999. After you enter the default passcode,
press # and then listen to the instructions for creating a new,
personalized passcode.

