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1. Getting Started with XO® VoIP Services 

 

What are XO 
VoIP 
Services? 

Business Communication is evolving, and XO Communications is leading the way 

with next-generation Voice over IP (VoIP) Services.  XO provides VoIP services 

under the following service names, which you may see named throughout this User 

Guide:  XOptions Flex, XO IP Flex, XO IP Flex with VPN, XO SIP, XO Enterprise 

SIP and XO Enterprise Cloud Communications Services. Note that this User Guide 

applies to XOptions Flex, IP Flex, IP Flex with VPN and SIP services only.  

With XO VoIP Services, you get an integrated voice and data solution based on IP 

technology, including dynamic bandwidth allocation.  Additionally, XO VoIP Services 

offer more than 25 standard features, including voice mail, three-way calling, and Hunt 

Groups. You also get access to the XO
® 

Business Center and a full suite of services 

designed to help you better manage your communications needs. The Online Feature 

Management tool, located within the Business Center, allows you to make changes to 

your service in real time, and manage your account online.  

Since being introduced in the spring of 2005, XO Communications VoIP services are 

now widely deployed with more than 30,000 business customers nationwide. XO 

Communications is the leading VoIP and SIP Trunking services provider, with the 

largest market share of the VoIP access services market and the largest number of end 

users: more than 1 million end-user subscribers.  

 

Purpose of 
This Guide  

Written for business owners and network administrators, this User Guide explains the 

features and services available with XO VoIP Services. Step-by-step instructions show 

you how to configure your XO VoIP Services features and make changes to your 

services using either:   

Á The Voice Portal, done via a telephone, or  

Á Online Feature Management (previously called the Administrative/Admin 

Portal), accessed online by the designated group administrator.  

Refer to Section 2. Quick Reference guide for a summary of which features can be 

configured by whom.  

 

Pre-
registration  

For your convenience, your company will be pre-registered to access an extranet 

website known as the XO Business Center (http://bc.xo.com). At this site, you can: 

Á Review and pay your bill online  

Á Track trouble tickets and Internet usage 

Á Manage your XO VoIP Services via Online Feature Management  

 

Welcome E-
mails 

Next, your companyôs technical contact will receive three ñWelcomeò e-mails 

containing the following:  

1. Your User ID, which is required to access the XO Business Center 

2. Your Password, which is required to access the XO Business Center   

3. The details of your XO VoIP Services (titled ñXO VoIP Services: Service 

Informationò), including your list of phone numbers and ñVoice Mail Group 

Telephone Number.ò Youôll need this number (also known as the Voice Portal 

Number) to access the Voice Portal to make changes to some voice features.  

 

 u 

http://www.businesscenter.xo.com/
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1. Getting Started with XO VoIP Services (continued)  

 

Your 
Designated 
Group 
Administrator 

Your designated group administrator ï who may or may not be the technical contact in 

your company ï will need to access the XO Business Center home page and then use 

the Online Feature Management tool to configure and manage XO VoIP Services. 

With this tool, the group administrator can make instant changes to calling features, 

such as Call Forwarding, Voice Mail, Inbound Call Routing, Hunt Group setup, and 

more. Additionally, a designated Business Center user may order additional services 

online. 

 

Online 
Tutorial 

XO also provides an online, self-paced tutorial to show you how to set up and manage 

your voice services via Online Feature Management. The tutorial can be accessed at 

http://www.xo.com/care/product/flex/ondemand.html. With this interactive tool, you 

can search for key topics and walk through, step-by-step, the actions required to enable 

the feature or service. The tutorial is a simulated environment, so you can get 

comfortable making changes before you configure your services in Online Feature 

Management.  

 

Where do you 
start? 

Here are some suggestions:  

If you areé Then do thisé 

An individual user Go to Section 3. Voice Portal: Setting Up Your Voice Mailbox to learn how to 

log into the Voice Portal for the first time.  

 

A designated group 

administrator who 

wants to start with an 

online tutorial  

 

Click on this link to access the tutorial:  

http://www.xo.com/care/product/flex/ondemand.html  

Result: The OnDemand e-learning tool displays (Figure 1). This useful 

tutorial will assist you in configuring your voice services, using Online Feature 

Management, and ordering additional services.  

 

Figure 1: Menu for OnDemand Tutorial  

 u 

http://www.xo.com/care/product/flex/ondemand.html
http://www.xo.com/care/product/flex/ondemand.html
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1. Getting Started with XO VoIP Services (continued)  

 

If you areé Then do thisé 

A designated group 

administrator who 

wants to start 

configuring voice 

services  

 

Access the XO Business Center home page at http://bc.xo.com. At the top 

menu bar, click on Products and Services u  

 

 

 

 

 

 

 

 

 

Figure 2: Home Page for XO Business Center 

 u 

u 

http://www.businesscenter.xo.com/
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1. Getting Started with XO VoIP Services (continued)  

 

Accessing the 
Online Feature 
Management Main 
Menu 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

If you choose the Products and Services tab, Online Feature Management 

appears in the list of product tools (Figure 3). Choose Configure Existing 

Services u to enter the Online Feature Management Main Menu for your 

respective VoIP product/services.    

 
 

Figure 3: Online Feature Management, Main Menu 

 

 Note: If the feature you are seeking does not appear on the Main Menu, it means 

you have not purchased this optional feature. If youôd like to add any feature 

option, please contact Customer Care at (800) 421-3872.  

 

How to Use This 
Guide 

This document is intended to be used with your Adobe Acrobat reader. To 

Search and Find information quickly, please use the following interactive tools:  

Á Click on the Search icon (binoculars) on the Acrobat toolbar, and enter the 

word or phrase you would like to search for. 

Á Scroll through the Bookmarks in Adobe Acrobat (displayed on the left-

hand side of your screen), and click on the topic.  

Á Scroll through the Table of Contents at the beginning of this document, 

and click on the topic. 

 

 

u 
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2. Quick Reference  

 

Configuring Voice 
Features 

In addition to being able to configure your XO VoIP features with the Online Feature 

Management tool, certain changes can be made via a telephone using the Voice 

Portal. The Voice Portal provides access to your Voice Mail, plus Remote Access to 

Call Forwarding and associated greetings. Refer to the Quick Reference table on the 

next page to see which features can be accessed via the Voice Portal.  

 

Accessing the 
Voice Portal  

To access the Voice Portal you must:  

Á Dial a unique telephone number assigned by XO.   

Á Locate this unique Voice Portal Number (otherwise referred to as the Voice 

Messaging Group) in the third welcome email, titled ñXO VoIP Services: 

Service Information.ò Refer to the Number (Services) section at the bottom of 

the letter. The Welcome emails are explained in Section 1. Getting Started with 

XO
®
 VoIP Services.  

 

Activating Features 
via Online Feature 
Management  

The group administrator can activate certain voice features for individual users via 

Online Feature Management as follows: 

Á At the individualôs home page, in the left navigation bar, click on User Phone 

Lines. 

Á Refer to the Quick Reference table on the next page (third column) to see which 

features can be activated using Online Feature Management.  

 

Which Method 
Should You Use?  

As the table on the next page illustrates, voice features are accessed via the Voice 

Portal and/or Online Feature Management. To access certain features via the Voice 

Portal, you must enter Feature Access Codes (e.g., *72 for Call Forwarding).  

To activate these services, press the *  key and the two-digit number , followed by 

the # key. Some services require additional information (such as a phone number), 

but you are prompted for that information. You cannot change Feature Access 

Codes.  

 u 
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2. Quick Reference (continued)  
 

List of Voice Features and Access Codes 

Feature Voice Portal 

(done via a telephone) 

Online Feature Management 

(done by group administrator) 

Change Voice Portal  Å Å 

Check Voice Mail Messages Å  

Set Up Voice Mail Greetings Å Å 

Remote Access to Call Forwarding Å  

Call Forwarding ï Always Å (*72 / *73) Å 

Call Forwarding ï Busy Å (*90 / *91) Å 

Call Forwarding ï No Answer Å (*92 / *93) Å 

Calling Line ID Delivery Blocking Å (*67) Å 

Calling Line ID Delivery Å (*65) Å 

Call Pickup Å (*98) Å (setup) 

Call Return Å (*69)  

Call Waiting / Cancel Call Waiting Å (*70) Å 

Do Not Disturb Å (*78 / *79) Å 

Flash Call Hold Å (*22)  

Last Number Redial Å (*66)  

Call Park / Retrieve Å (*68 / *88)  

Speed Dial 8 / 100 Å (*74 / *75) Å (setup) 

 

Optional Features   

Set Up / Change Auto Attendant Greetings Å Å 

Set Up Auto Attendant Routing   Å 

Configure Auto Attendant Profiles, Options, 

and Schedules 

  

Å 

Configure Auto Attendant Profiles, Options, 

and Schedules 

  

Å 

Set up / Manage Inbound Call Routing  Å 

Assign Hunt Group Queuing Schemes and 

Policy
1
 

  

Å 

Configure Account Codes  Å 

Call Center Configuration  Å 

Reset Voice Portal Passcode for Call Center or 

Hunt Groups  

  

Å 

Upload Personal Greeting Sound (.wav) files 

for Auto Attendant, Call Center, or Voice Mail 

Applications 

  

Å 

                                                      
1
 A group administrator cannot create a new Hunt Group via Online Feature Management because a new telephone 

number is required. To add a new Hunt Group, the administrator must place an order with XO Customer Care.   
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3. Voice Portal: Setting Up Your Voice Mailbox 

 

About This 
Feature 

The Voice Portal is a unique telephone number ï assigned by XO and dialed from any 

phone ï that serves as an entry point for end-users to access, use, and configure the 

following services:    

Á Voice Mail (Section 4 in this guide). XO VoIP Business Line users can configure 

Voice Mail services via the Voice Portal by calling into the Voice Portal from any 

telephone. Voice Mail is not available with XO VoIP PRI or Trunks service, only 

Business Lines.   

Á Remote Access to Call Forwarding (Section 5), and  

Á Auto Attendant  (Section 8). If the optional Auto Attendant feature has been 

selected, the corresponding telephone numbers will also be listed on the third 

Welcome email.  

Also known as the ñVoice Mail Group Telephone Number,ò this ten-digit number is 

included in the third Welcome email (see Section 1. Getting Started with XO
®
 VoIP 

Services) and cannot be edited by the user.  

 

 

Prerequisites  To use this feature, individual users must: 

Á Have a unique Voice Portal number assigned to them by XO.    

Á Log into the Voice Portal the first time to set up a personalized passcode (between 

4 and 8 numeric digits). 

Á Access any telephone thereafter to manage voice features and settings.  

Group administrators  must: 

Á Have a unique Voice Portal number assigned to them by XO. 

Á Log into the Voice Portal the first time to set up a personalized passcode (between 

4 and 8 numeric digits). 

Á Have access to the Online Feature Management tool, where they can  

access the Voice Portal number, set up or change a passcode, and manage voice 

features and settings online.  

 

 

How the Voice 
Portal Works  

Individual users and group administrators use their own configurable passcode to 

access their respective menu of services. In addition, administrators can customize the 

Voice Portal entry greeting heard by users who are logging into the Voice Portal (see 

Section 8).  

 u 
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3. Voice Portal (continued) 

 

Setting Up a 
Passcode  

Follow these steps to log into the Voice Portal for the first time to set up a passcode. 

Step Action  

 1 Log into the Voice Portal by dialing your unique Voice Portal number.  

 2 Dial your telephone extension number (your default passcode is the last four 

digits of your phone number), if necessary, then ï if requested ï enter your 

phone number.  

 3 When prompted, press 8 to personalize your passcode.  

 4 At the prompt, enter your new passcode (between 4 and 8 digits).  

 5 Record your name at the prompt.  

 6 Press the # key.  

 

Accessing the 
Voice Portal for 
the First Time  

Follow these steps to access the Voice Portal for the first time. 

Step Action  

 1 Dial your Voice Portal number from any telephone.  

 2 Dial your phone number.  

 3 Are you using your own business phone?   

If yes, enter your passcode to reach the Voice Messaging Main Menu, and 

then press * to reach the Voice Portal Main Menu (Figure 4).   

If no and you are using a phone other than your own business phone, then 

follow these steps:  

Á Press * during your outgoing greeting to reach the login prompt.  

Á Enter your passcode to reach the Voice Messaging Main Menu. 

Á At the Voice Messaging Menu, press *  to reach the Voice Portal Main 

Menu:  

 u 
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3. Voice Portal (continued) 
 

 

 
 

 

 

Figure 4: Voice Portal Main Menu 

 u 
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3. Voice Portal (continued) 

 

Accessing the 
Voice Portal 
Main Menu  

Once you have a passcode, you can access the Voice Portal Main Menu as follows:  

Step Action 

 1 From any phone, dial your Voice Portal number.  

 2 Are you at your own phone?   

If yes, then enter your passcode, and press the * key. 

Note: The default passcode is the last four digits of your phone number. 

If no, press the *  key. 

Result: You will be prompted to enter your extension.  

 3 After accessing the Voice Portal, the following prompts will be made available 

from the Voice Portal Main Menu: 

1  Access Your Voice Mailbox 

3  Record Your Name 

4  Change Call Forwarding Options 

8  Change Passcode 

9  Exit the Voice Portal 

#  Repeat Main Menu 

 4 Press the number to select an option, each of which is explained below.  

 

Accessing 
Your Voice 
Mailbox via the 
Voice Portal 

At the main Voice Portal menu, press 1 (access your voice mailbox). You will be 

prompted to choose from the following Voice Mail options, as illustrated in Figure 4: 

Voice Portal Main Menu  

 If you want toé Then pressé 

Voice Mail 
Options 

Play messages  1 

Compose a new message to distribute 2 

 Make a selection from the  ñbusyò greeting menu 3 

 Make a selection from the ñno answerò greeting menu 4 

 Delete all messages 7 

 Return to the Voice Portal Main Menu  *  

 Repeat menu # 

 u 
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3. Voice Portal (continued) 

 

Recording 
Your Name 

This feature enables you to record your name to be played back to incoming callers in 

conjunction with Voice Mail and Auto Attendant. At the main Voice Portal menu, 

press 3 (record your name). You will be prompted to choose from the following 

ñRecord Your Nameò options:  

 If you want toé Then pressé 

Record Your 
Name Options 

Record new personalized name  1 

Listen to your current personalized name 2 

 Delete personalized name 3 

 Return to the Voice Portal Main Menu  *  

 Repeat menu # 

 

 

 

Changing 
Call 
Forwarding 

At the main Voice Portal menu, press 4 (change call forwarding options). You will be 

prompted to choose from the following ñChange Call forwarding Options.ò  

 If you want toé Then pressé And then do thisé 

Change Call 
Forwarding 
Options  

Activate call forwarding  1  

Deactivate call forwarding 2  

 Change forwarding 

destination 

3 Á Press the  # key.  

Á Enter the ñforward toò number.  

Á Press the  # key again. 

Á Press the  *  key to return to Call 

Forwarding Menu.  

 Listen to forwarding status  4  

 Return to the Voice Portal 

main menu  

*   

 Repeat menu #  

 u 



XO VoIP Services User Guide, v1 

 12 

3. Voice Portal (continued) 

 

Changing 
Passcode via 
Voice Portal 

At the main Voice Portal menu, press 8 (change passcode) and then follow these steps:  

Step Action  

 1 Press the # key.  

 2 Enter the new Voice Portal passcode (between 4 and 8 numeric digits). 

 3 Press the # key again.  

 4 Press the * key to return to the Voice Portal Main Menu.  

 

 

Changing 
Passcode via 
Online 
Feature 
Management 

The group administrator can change the Voice Portal passcode via Online Feature 

Management as follows:  

Step Action  

1 At the Online Feature Management Main Menu (Figure 3) go to the left 

navigation bar and select Locations.  

Result: The Edit Location page displays.  

 2 Scroll down to Voice Portal, where you will be able to enter and confirm your 

new passcode (between 4 and 8 numeric digits). 

 3 When finished, press the Continue button to save the changes. 

Result:  A confirmation screen displays. 

 4 Do you want to accept the passcode change?   

Á To accept the change, select Apply .  

Á To adjust the proposed changes, select Edit.  

Á To back out of all changes, select Cancel.  

 u 
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3. Voice Portal (continued) 

 

Resetting an 
Individualôs 
Voice Portal 
Passcode 
through 
Online 
Feature 
Management  

You can make Voice Portal changes for individual lines from the telephone or with the 

administratorôs ID and passcode access to Online Feature Management. Follow these 

steps to change an individualôs Voice Portal passcode via Online Feature Management:  

 

Step Action  

1 Click on Products and Services at the top navigation bar.  

2 At the Products and Services Main Menu, click on Configure Existing Services. 

3 At the XO VoIP Services Online Feature Management Main Menu, go to the left 

navigation bar and select User Phone Lines u (Figure 5). 

Result: A list of all phone numbers, names, and locations displays:  

 

 

Figure 5: User Phone Lines 

 4 To edit a phone number, click on the phone number for the appropriate user v 

(above).  

Result: The individualôs User Services page displays:  

 u 

u 
v 
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3. Voice Portal (continued) 

 

Resetting an 
Individualôs 
Voice Portal 
Passcode 
through 
Online 
Feature 
Management 
(continued) 

 

 

 

Step Action  

 

 

 

The User Phone Lines page (Figure 6) displays the telephone numbers assigned 

to the customer.  

Figure 6: User Services 

 5 Click on Reset Voice Portal Passcode w to create a new user passcode for the 

Voice Portal. 

Result: The Reset Voice Portal Passcode page displays (Figure 7):  

 u 

w 
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3. Voice Portal (continued) 

 

Resetting an 
Individualôs 
Voice Portal 
Passcode 
through  
Online 
Feature 
Management 

(continued) 

 

 

 

Step Action 

 

 

 

Figure 7: Reset Voice Portal Passcode 

 

 6 Enter and confirm the new Voice Portal passcode (between 4 and 8 numeric 

digits). x 

 7 Do you want to accept the new passcode?   

If yes, press the Apply button. y 

If no, press the Back button. z 

 

 

  

x 

y z 



XO VoIP Services User Guide, v1 

 16 

4. Voice Mail: Managing Your Messages  

 

About This 
Feature 

XO VoIP Services Voice Mail enables users to record messages for incoming calls that 

are not answered within a specified number of rings, receive a busy treatment, or 

transfer calls directly to Voice Mail. The Voice Portal also enables users to record their 

name and choose different greetings for busy and unavailable, and all greetings can be 

partially or fully customized.  

 

 

Prerequisites  To use this feature, you must: 

Á Have a Voice Portal number and passcode. 

Á Be able to access either the Voice Portal (via any phone) or the Online Feature 

Management tool. 

Á Be an XO VoIP Services Business Line customer. Voice Mail is available only on 

analog line/FXS-delivered XOptions Flex, XO IP Flex, and XO IP Flex with 

VPN.  It is not available on services with a T1, ISDN-PRI or SIP trunk delivery.   

 

 

How Voice Mail 
Works  

Voice mailboxes are activated when you place your order for XO VoIP Services with 

your sales representative. With XO VoIP Services Business Lines, you get a Voice 

Mailbox for every active telephone line. You cannot have more than one mailbox per 

line. 

Once you access the Voice Portal, Voice Mail Main Menu  prompts allow you to 

access and set up your voice mail. By accessing the Voice Portal from any phone, you 

can listen to, save, and delete each message, as well as move to the previous or next 

message.  

With Online Feature Management, you simply follow prompts for further messaging 

and distribution needs. To manage Voice Mail for:    

Á Hunt Groups
2
 select Hunt Groups on the left navigation bar, and then select 

Voice Mail. See Section 6. Inbound Call Routing & Hunt Groups: Making Sure 

Calls Get Answered.  

Á Call Centers
3
 select Call Centers on the left navigation bar, and then select Voice 

Mail.  See Section 9.  

 

 

Enabling Voice 
mail-to- 
E-mail 

Activated with Online Feature Management, this VoIP feature enables users to retrieve 

voice mail messages as e-mail .wav file attachments. There is no additional charge for 

the feature, which attaches voice mails to e-mails as digital audio files in .wav format, 

so users can listen to voice mail messages on their computers, PDAs, Blackberries, and 

similar devices. Follow these steps to enable voice mail to be received as e-mail:  

 u 

                                                      
2
 A Hunt Group automatically processes incoming calls received by a single phone number by distributing them 

among a group of users or agents. Calls are routed to an idle member of a group, using a pre-selected pattern. 
3
 A Call Center may include technical assistance lines, customer support number, or order-taking centers.  
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4. Voice Mail (continued) 

 

Enabling 
Voice mail-
to-E-mail 

(continued) 

Step Action  

1 In Online Feature Management, select User Phone Lines, then Voice Mail 

(General Settings) and Notify user by e-mail of new voice messages u on the 

Messaging page (Figure 8), and enter a notification e-mail address.  

 2 Select E-mail a carbon copy of voice messages v to receive carbon copies of 

messages as .wav file attachments.  

 

 
 

Figure 8: Messaging Settings 

 

   

 

u 

v 






































































































































